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1. The Context 
I he world of business is witnessing change. The boundaries of business 
have shifted from local to global markets. New products ha\e been 
innovated to meet the requirements of the new class of customers. I ime 
has become very precious. Science & Technology are slowly crossing their 
limits of expansion, beyond expectation. 
Every nation, today, is in a hurry to improve its economic strength and to 
become more self-sufficient. Consequently, new markets are opening up 
providing nevver opportunities for business to become more aggressive and 
also competitive. This sudden expansion and globalization of business has 
put several new demands on business. Equally significant is developing 
strategies to run business in a highly competition driven business 
environment. All these call for significant changes at all levels \'i/. 
systems, methods, culture and most important people. 
Indian insurance industry is also undergoing a period of transformation. 
1 his sector is witnessing privatization and modernization. Privatization of 
insurance industry is changing its face substantially. It is creating pressing 
challenges for the existing incumbents. Among public sector insurance 
companies, the changes in employees' attitude and adaptability are critical 
concerns. Every change influences employees' mindset. It is imperative 
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that the organizations address these issues on an urgent basis. If 
Linmanaged, this has potential of ereating stress among employees. 
This researeh study is designed to measure the intensity of stress in this 
important eomponent of India's financial sector i.e. insurance industry. In 
India, contribution of service sector lo GDP is higher than other sectors. 
Insurance industry is a key component of service sector. Various studies 
indicate that Jobs in service sector are stressful in nature. Keeping in view 
importance of this sector, a need was fell lo probe nature of stress in this 
sector. This study has become all the more essential after liberalization of 
insurance industry. Opening up of this sector might lead to increase in the 
level of stress of employees. The present study aims to find the intensity 
and nature of stress in this sector. 
In order to take a stock of the phenomenon of stress, various studies in 
different context, e.g. public sector and private sector, some western 
studies and some job specific studies were perused. This helped to evolve a 
comparative assessment of stress in varied occupational and demographic 
settmgs. 
2. Methodology 
The review of literature raised certain research issues. The issues have 
helped in specifying objectives of the study On the basis of the objectives, 
a total of six null hypothesis were framed. Pareek's (1983a) Organizational 
Role Stress (ORS) instrument had been used to measure respondents 'Role 
Stres.i in the public sector insurance companies. Five open-ended 
questions were also administered to the respondents. They were aimed at 
generating qualitative data for the study. The data so generated was 
subjected to content analysis. It helped in understanding specifically 
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respondents' overall feeling of satisfaction / dissatisfaction as also factors 
that they found bothersome in their job. 
The study included 328 respondents from j'lve public sector insurance 
companies. The study covered respondents from life and non-life segments 
and targeted three hierarchical levels. This research study used measures 
like mean and standard deviation to analyse cumulative stress as measured 
by ORS as also scores of specific role stressors (which v '^cre 10 in 
numbers). Analysis of variance (ANOVA) and t-test were used to 
ascertain the significance of difference on Organizational Role Stress 
(ORS) score on factors like total work experience, education, age, 
hierarchical levels. Being a heavily male dominated sector, gender-based 
analysis was not found appropriate for this study. These findings were then 
discussed at length in the study. 
3. Findings 
Findings of the study helped conclude that insurance sector professionals 
have been facing a fair amount of organizational role stress (ORS). The 
total role stress scores have shown similarity with other related studies. 
The stressors that have emerged important for insurance sector are Role 
Frosion, Inter Role Distance and Role Isolation. 
Results obtained through administration of t-test and f-tcst hinted at 
significant differences on total ORS scores for respondents belonging to 
different educational background and age profile. The study also helped 
infer that the different sub groups are suffering from different stressors. 
For instance, the analysis as per educational profile revealed that 
respondents in the lower educational category are more stressed than 
respondents in higher educational category. The respondents occupying 
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higher position in hierarchy experienced less role stress than two other 
hierarchical groups. Personal inadequacy (PI) score was reported hi^h (or 
respondents in middle age group. Non-life insurance employees were 
found more stressed than employees in the life insurance sector. Role 
Erosion (RF) emerged as most significant stressor when the results were 
analysed as per education, hierarchy and types of organization. 
Ihc analysis of open-ended questionnaire corroborated the findings of 
ORS Scale. However, on certain account it did not fully corroborate the 
fmdings arrived at using ORS Scale. For example, the role overload (RO) 
emerged a least contributor to stress as per ORS Scale. But in open-ended 
responses, workload emerged as a potent stressor as c\ idcnt from the 
responses of questions number one and two of the open-ended 
questionnaire. The respondents' relevant responses were quoted in 
verbatim in the discussion to understand the problem specifically. 
4. Recommendations 
fhe study suggested the coping strategy for ten organizational role stress 
(ORS) stressors separatel)'. Emphasis was given to those stressors that 
emerged as dominant. Specific remedial measures were proposed for those 
specific stressors that emerged important as per anal\sis based on 
hierarchy, age t)pe of organization, \arying length of experience and 
varying levels of education. 
The analysis of open-ended questionnaire analysis had helped unearth 
specific stressor, fhis stud>' proposed strategies for coping with these 
special types of stressors \ iz. dealing with difficult people, coping with 
casual "Droppers By" and managing time and workplace interruptions. 
Abstract Role Stress and Its Management 
The study proposed stress management intervention (i.e. organizations' 
framework for dealing with stress) for insurance sector as a whole. 
Stressed was laid on initiating spouse involvement programmes for 
insurance industry. Various other strategies like nutritional and other 
awareness programmes were also proposed in this sector. 
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Preface 
"A trouble shared w a Iroiihle halved" 
Anonymous 
In the present day context, stress is inevitable. Therefore, social scientists a«d 
management professionals alike are keenly aware of having a clear 
understanding of this phenomenon. There is a realization that stress plays a 
central role in shaping contemporary business world. Understanding the 
phenomenon, its causes and consequences, is considered vita! for improving 
the quality of life for employees and the effectiveness of the organizations. A 
number of studies on work stress in recent years have brought out varied 
dimensions of this problem on the surface. In India, stress related research is 
old but somewhat limited. 
Liberalization of Indian economy gained momentum in early 90"s. It led to a 
significant change in Indian work culture. It highlighted the importance of 
human capital in the present day business environment. Human capital 
assumed key role in ensuring competitive advantage. It led to greater 
acknowledgement of various problems associated with working people. The 
present day Indian business envirorunent is experiencing a conflict between 
old and new work culture. Private sector is playing a lead role in shaping new 
values. The public sector is somewhat reluctant to effect major changes in 
their existing work culture. The scenario has contributed significantly to 
growing work stress. 
Work stress is neither good nor bad. The organization's capacity to manage 
stress decides whether it is productive or otherwise. Therefore, management o{ 
Vll 
stress is getting increasing attention from management professionals. Eveiy 
problem has its roof and surrounding context. Scientific study of particular 
industry / sector helps us to assess the nature of problem specifically, it. 
therefore, provides a base for proposing context specific solutions as well. 
This study explores the problem of organizational stress among insurance 
sector professionals. Insurance sector was liberalized a bit late. Now the 
industry is in a state of transition. The transition phase has a potential of 
creating stress. Therefore the researcher selected insurance sector for assessing 
organizational role stress in this sector. Various studies predict tremendous 
growth of the insurance industry. That provides another justification for 
focusing on this sector. 
This study has been divided into seven chapters. The first chapter presents an 
overview of phenomenon of stress. It includes concepts of stress, major 
theories, and consequences of stress. The second chapter titled 'Indian 
Insurance Industry-A Profile' reviews the history of insurance industry and its 
present state. In third chapter a detailed review of literature has been carried 
out. This chapter profiles relevant studies conducted in India and abroad. The 
fourth chapter of "Methodology' describes the approach used for conducting 
this study. The chapter details the problem, the objectives, the hypothesis 
framed, the data collection instruments used and the pattern of analysis 
followed in the study. The fifth chapter is the main body of this study. It 
presents the results and discussions. This chapter also incorporates a 
comparison of present study with other stress studies conducted earlier in 
varied sectoral contexts. The sixth chapter 'Management of Stress' proposes 
coping strategies for individuals and for organization as a whole. The last 
chapter summarises highlights of the study and indicates future direction of 
research in this area. 
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Chapter 1 
Stress-An Introduction 
"Occupational stress is a fascinating topic in many ways that we know much 
about, there is much we don 'I knoM' and there is abnost certainly much that we 
"know " about it that is not true ". 
T. A. Beehr 
1.1 The Context 
Stress may defined as a dynamic condition in which an individual is 
confronted with an opportunity, constraints or demand related to what 
he/she may desire and for which the outcome is perceived to be both 
uncertain and important. A commonly used definition of stress is that of 
Selye (1956), who has defined it as any external event or any internal drive, 
which threatens to upset the organism's equilibrium. Hans Selye first 
introduced the concept of stress in life sciences in 1936. During that last 
two decades, the term has been widely used in relation to work 
organizations. Recently stress has been getting attention not only from 
researchers, academicians, psychiatrist and psychologist but managers as 
well because organizational stress has become a cause of concern in the 
preset day organization. 
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1.2 Historical Background & Origin of Concept 
The concept of stress is an old one. It occurrence is not limited to a specific 
time periods. It is phenomenon, which is as old as human life, from the 
birth till death, an individual encounters different types of threats in his life. 
He/she tries to neutralize the stresses by changing perceptions, attitudes and 
resorting to various other coping mechanisms. During prehistoric age, there 
was stress due to factors like threats of wild animals, natural calamities, 
climatic dangers, inter group conflict for searching foods and living 
resources etc. In the present era, human beings are under stress due to 
threats like nuclear threat, political & economic uncertainty, regionalism, 
communalism, economic and political crises, urbanization, threat of war, 
unemployment, poverty and job insecurity. We are living in the age of 
'Science & Development' but in the age of 'Anxiety' and "Stress' as well 
(Cooper, Deve & O'Driscoll, 2001). 
The later half of the 20''^  century has witnessed an enormous change in the 
nature of society and work place. The period of 1960's is characterized as 
"the decade of leisure'. It was followed by 'industrial conflict decade' of 
70's. This decade witnessed fish fights between management and workers. 
After industrial relations turmoil of 1970's gave rise to 'Enterprise Culture' 
of the 1980's. This is also known as a decade of privatization, merger 
mania and joint venture. It has improved economic competitiveness in 
international market for developed countries. However its byproduct has 
been 'Stress' & 'Burnout' of employees at workplace. The early 1990's 
have been dominated by phenomenal increase in recession in world's 
economy and globalization. This period has also witnessed women's entry 
in a big way in the job market. Another feature of this phase was growing 
demand of IT enabled services. Now technology and increasing automation 
of industry can lead to simplification of work and repetitive Jobs that are 
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potentially stressful in terms of workload (Martin & Wall, 1989). fhe 
cardinal feature of these changes has been downsizing, flattened 
organizational structure rather than pyramidical ones. Such a period 
witnesses a shift from rigid workforce to flexible workforce, fhcre is 
change of couple's responsibility in view nuclearisation of families. 
Employment pattern undergoes a change. Permanent job gives way to short 
term contracts. By applying this pattern of recruitment, organizations are 
heading towards creating 'virtual organization' (because people perform 
most of the work outside the organization) with dispersed workforce. 
The changes witnessed in last 50 years have created newer problems for 
society and organizations. All the problems highlighted above contribute to 
and account for the phenomenon of stress in organizations & society as a 
whole. 
1.3 The Concept 
The term stress is derived from Latin word "'stringere'^ (Edworthy, 2000). 
Earlier the term was used to denote a stimulus (a force or pressure that 
causes distress) and response to that stimulus (Adversity, affliction) (Keefe, 
1988). In addition, the word stress is derived from the Latin word 
'siringere^ which means to draw tight. It was first used in the 17'^  century 
to describe hardships or affliction. During the late 18" centuiy, stress 
denoted "force, pressure, strain or strong effort," referring primarily to an 
individual or to an individual's organs or mental powers (Hinkle, 1973). 
Ihc concept has been borrowed from natural sciences. During 18'^  and 19'^  
century, stress denoted 'force, pressure, load or strain' exerted upon 
material object that resisted these forces and attempts to maintain its 
original state. Thus the term stress in engineering, physics and chemistry, 
implies an external force or pressure exerted on object with an intention to 
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deform on which it is exerted (Pestonjee, 1999). The term 'stress and 
'strain' are used interchangeably in a non-scientific manner. The only 
difference between 'stress' and 'strain' is that strain is used only at 
response stage and stress may be used at any stage of stress. 
Cooper and Marshall (1976, 1978) described seven categories of stress, six 
external and one internal to the managers' concerned. These are: 
L Intrinsic to job (too much or too little work, poor working conditions 
and time pressure etc.) 
II. Role in organization (role ambiguity, no participation in decision 
making etc.) 
III. Career development (under or over promotion, job insecurity etc.) 
IV. Organizational interface (company vs. family demands, company vs. 
own interests) 
V. Organizational Structure (restriction on behavior, office politics etc.) 
VI. Relations with in organization (poor relationship with boss, peers and 
subordinates) 
VII. Individual Manager (personality, ability to cope with change and 
behavioral pattern). 
Beehr (1988) has also defined stress, stressors and strains in order to 
establish a difference among them. 
Stress fhe overall transactional process 
Stressors fhe events or properties of events (stimuli) that are 
encountered by individuals 
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Strain The individuals psychological, physical and behavioral 
responses to stressors 
Outcomes The consequences of strain at both the individual and 
organizational level 
Stressors, therefore, are the antecedent conditions and strain is person's 
response(s) to those conditions. Beehr's conception suggests that the term 
'stress' may not be used to describe specific elements of the transmission 
between the individual and his or her environment but rather to denote the 
overall process incorporating stressors, strains and coping responses 
{Cooper et al.. 2001). 
Finemann (1979) views stress as "a psychological response state of 
negative effect, characterized by a persistent and high level of experienced 
anxiety or tension." 
The term stress has also been defined as both an independent and dependent 
variable (Cox, 1985). As a "process" the stress has been defined on the 
basis of a stimulus-based model (stress as an "independent"" variable) or a 
response-based model (stress as the "dependenf variable). Stress has also 
been defined as "a stimulus, a response or the result of an interaction 
between the two, with the interaction described in terms of some imbalance 
between the person and environment" (Cox, 1978). Lazarus, another 
acknowledged authority on stress, has defined it as " the result of 
transaction between the person and environmenf" (Lazarus, 1990). While 
Sclye has defined the term stress as "non-specific response of the body to 
any demand made upon if" (Selye, 1956). These definitions focus on the 
relationship of the person and the environment and how stress may get 
generated as a result. 
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Person-Environment (P-E) fit model proposes that strain occurs when the 
relationship between the person and environment not in a state of 
equilibrium. That is a lack of fit between the characteristics of the person 
(e.g. abilities, values) and the environment (e.g. demands) can lead to 
unmet needs or demands (Edward & Cooper, 1988). 
There is need to integrate sfimulus and response definitions within overall 
conceptual fi-amework that acknowledges the dynamic linkages between all 
elements of the stress process (Cooper, 2001). According to Cooper, the use 
of the term "stress as a dynamic process has created confusion among 
researchers in the field of social science research. 
Identification of potent sources of stress is the central theme of the 
stimulus-based definition of stress while outcomes is the key focus for 
response-based definition. 
It may, therefore, be noted that stress has been defined and opcrationaliscd 
in numerous ways. This multiplicity of definition is because or application 
of the term in medical, engineering, and social science research. 
Nevertheless, all definitions have used essentially similar terms such as 
misfit, mismatch, imbalance etc. to define the stress. 
1.4 General Sources of Stress 
The stressors are associated with the performance of specific tasks that 
make up an individual's job, sometimes referred to as task content factors 
as well as work environment and work scheduling factors (Kahn & 
Byosierc, 1990). This may include variables such as the level of job 
complexity, the variety of tasks performed, the amount of discretion and 
control that individuals have over the pace and timing of their work, and the 
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physical environment in which the work is performed. Some of the intrinsic 
job stressors are as follows: 
Noise: Certain kinds of sound (for instance language and music) enrich 
people's lives and unwanted sound is referred to as noise (Cooper. 2001). A 
change of noise level can also be potentially more stressful than absolute 
noise level. Workers exposed to high noise level have been found to be 
more susceptible to allergies and respiratory and cardiovascular disorders 
(Jones, 1983). 
Temperature: Temperature is another characteristics of the physical 
environment that may have significant impact on workers. In cold 
environment manual dexterity is reduced and may lead to accidents due to 
reduced sensivity, slowed movement. In addition, florescent lighting can be 
tiring and any illumination that is too dim or too bright may cause eyes 
strain and increases fatigue. 
Workload: Workload occurs when the quantity of work expected (output) 
is at variance with that person's perception of how much he / she can 
handle efficiently. Such overload has the potential of lowering the workers 
self-esteem because of their own perceived inefficiency. It is interesting 
that the Japanese have a word devoted to the issue, Karoshi, which means 
death from overwork. It was officially recognized as a fatal disease in Japan 
in 1987 (Hdworthy, 2000). Table 1.1 shows the quality of the work is an 
instrumental as the workload in causing high stress. 
Chapter l Stress -An Introduction 
Table 1.1 Types of Work load Stress 
Quality 
Quantity 
Quality Overload 
Quality Underload 
Quantity Overload 
Quantity 
Underload 
The employee does not feel capable 
of undertaking a given task 
The task allocated does not make use 
of the skills and knowledge of the 
employee 
The employee has too much to do in 
a limited time 
The employee has too little to do 
(unlikely, but it does occur) 
Source • Edworthy, 2000, p28 
Career Development: Several career issues can act as a source of stress. 
These may include job insecurity, over promotion and under promotion 
with the increasing demand of managers and downsizing industries around 
the world and with attempts to reduce levels of management within 
organizations. Many individuals face the threat of losing their jobs. In the 
new millennium job insecurity may be one of the single most major sources 
of stress for employees at all organizational level (Cooper, 2001, p45). 
Cole (1993) observed that downsizing may resuU in a loss of organizational 
"memory" and sharing of knowledge across departments and organizational 
levels, disruption of routines that have built over time. 
Generally promotion is seen as a positive tool for one's career 
development. But promotion sometimes creates problem for an employee 
who does not want promotion because he or she is not mentally prepared 
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for shouldering additional or new responsibilities. Both under and over 
promotion can have serious effects on individual well-being and 
satisfaction level. 
Working Hour: The sheer number of hours or change in working schedule 
that a person works can produce considerable strain. A technology driven 
service industries like communication industry requires 24 hours working 
schedule divided in shifts. There is now considerable evidence that shift 
workers and their functions, primarily because disturbances in circadian 
rhythms (the body clock) and disruptions to family and social life (Folkard, 
1996). Another form of alternative work schedule has received some 
attention recently is the compressed shift schedule. Some organizations 
have extended their working hours from 8 to 12 hours per day into 
compressed schedule to enhance their productivity and avoid extra 
manpower. Long working hours may create conflict and resentment at 
home and affect the quality of time spent with family which can lead to 
familial difficulties. 
1.5 Approaches to Stress 
To understand the stress process there are four major approaches to stress, 
which are briefly discussed here. 
1.5.1 Physiological Approach: 
In the year 1936. H. Selye proposed a three-stage model known as the 
General Adaptation Syndrome (GAS) to describe the body's response to 
stress. The GAS may be defined as "a stereotypic response to stress which 
involves vasoregulatory and endocrine mechanism'' (Clothier, 1997). fhc 
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three stages identified by Selye were alarm phase, catabohe phase, and 
recovery phase (Figure 1.1). 
I. Alarm Phase: Acute phase of the stress response is some times 
called the alarm phase. The body's response in this phase is meant to 
prepare the human beings for light or flight. There is a 
calhocalaminc surge from the adrenal medulla. The effect of this 
surge is to increase heart rate and output; increase peripheral 
vascular resistance inhibition of negative functions such as digestion, 
increased arousal, reflexes, aggression and anxiety increase 
mobilization of stores (increased glucose and fatty acids, inhibition 
of water excretion). In addition, acute stress causes a sudden surge in 
Cortisol, growth hormones and prolactin. If escape or victory is not 
accomplished by adaptations during the acute phase the individual 
^'hunkers down" for a long battle. This occurs during prolonged 
illness for instance (Clothier, 1997). 
Figure 1.1 General Adaptability Syndrome 
S t a g e l ^ 
/ 
Alarm Phase 
Stage 11 
Resistance Phase 
Stage III 
Exhaus 
Source Sclye, 1956 
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n. Catabolic or Resistance Stage: The delayed or catabolic or 
resistance stage is primarily an endocrine/ metabolic phase. The 
principal mediator of the catabolic phase is Cortisol released from the 
adrenal cortex. Ihe Cortisol protects the organism not from the 
stressor but from the normal defensive reaction of the organism. 
Normal defensive reaction of organism can cause significant 
collateral damage of the organs. These normal defenses include, 
release of lymphokines, pyrogens, prostaglandin's and other 
mediators of inflammatory response. Cortisol acts to inhibit the 
effects of these chemicals. Other effects of Cortisol include, 
electrolyte balance, protein metabolism, effects on Central 
Neurotransmission, distribution of body fat and glucose metabolism 
(Clothier, 1997). 
III. Recovery or Exhaustion Stage: It appears when the body's 
resources are eventually depleted the adrenal glands do not function 
properly. This leads to a drop in blood sugar level. In long run it may 
even cause death (Edworthy, 2000). 
1.5.2 Engineering Approach: This approach is based on Hook's law of 
elasticity. It relates 'stress' and 'strain'. The law states that if the strain, 
produced by given element of stress, falls within the 'elastic limit' of the 
material, the material returns to its original state when element of stress is 
removed. If strain passes beyond the elasticity limit of the material some 
permanent damage is likely to occur (the same process mechanism occurs 
in case of human beings under stress). Various elements have different 
elastic properties. Individuals, too have different level of resistance. If the 
level of strain goes beyond the individual's tolerance level, permanent 
physiological or psychological damage is likely to occur (Bdworthy, 2000). 
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1.5.3 Psychological Approach: This approach is based on the interaction 
of the person and the environment. For example; individuals exhibit 
different types of responses during stressful situation. Lazarus (1966) draws 
attention to the importance of the individual's ability to appraise and react 
to the situation. So appraisal plays an important role in the psychological 
approach. 
1.5.4 The Transactional Approach: This approach views stress as an 
individual's perceptual phenomenon. It arises when there is imbalance 
between demand as estimated by the individual and their perceived ability 
to cope with demand. These imbalances give rise to the experience of stress 
(Edworthy, 2000). 
Figure 1.2 Steps in Transactional Model 
1 •^ Demands - • Perception 
— • Response 
I ^ 'eec Iback 
Consequences 
Cox and MacKay (1981) outline five recognizable stages in their 
transactional model (Figure 1.2). 
I. The first stage is represented by the demands being made on the 
individual. 
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II. The second stage concerns the individual's perception of the demands. 
I I I . The response of an individual makes to overcome stress arc seen as the 
third stage of the model. 
IV. The growth stage concerns the consequences of the coping responses. 
Here, both actual and perceived consequences are seen as important. 
V. feedback is the final stage. 
1.6 Types of Stress 
Most of the people try to avoid stressful situation. The term stress is 
normally used in negative sense. The fact is that not all stress is inherently 
destructive or bad. In fact some level of stress is not only inevitable but also 
desirable. Each individual requires a moderate amount of stress to keep 
oneself alert and work effectively. It is harmful only when it crosses a 
desired level. This desired level may differ from person to person. There 
are two major types stress. First one is "eustress" and the other one is 
"distress" 
I. Eustress: This is the term used to indicate that level of others that is 
good and necessary for an individual for achieving excellency in work. 
II. Distress: Sometimes eustress may turn into distress. It is distress that is 
cause of worry for individuals and organizations. 
1.7 Stress, Health and Costs 
Chronic stress is harmful for individuals and organization as well. Stress is 
a risk factor for many physical ailments. Some of these are hypertension, 
coronary heart disease, migraine headaches, peptic ulcers, arthritis, colitis, 
diarrhoea, asthma, sexual problems, muscle tension, allergies, backache and 
cancer (Grcenberg, 1993; Rice, 1992). 
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Figure 1.3 Stress Health and Costs 
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Organizations too bear consequences of employees' bad health in form of 
absenteeism, higher medical costs, staff turnover and low productivity 
(Figure 1.3). The far-reaching impact of occupational stress can be assessed 
from data available for some other countries. It is estimated that stress costs 
US industry over $ 150 billion a year through absenteeism and low 
productivity (Karasek & Theorell, 1990). 
1.8 Nature and Consequences of Stress 
Pestonjce (1983) has identified three important sectors of life in which stress 
originates. These are - Job and organizational sector, the social sector and 
intrapsychic sector. Job and organization sector includes totality of the work 
environment (task, atmosphere, colleagues, compensations, policies etc.). 
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The socia] sector refers to the socio-ciilliiral context of one's life, it ma> 
include religion, caste, language, and other such factors. I'he intrapsychic 
sector encompasses those things, which are intimate and personal like 
temperament, values, abilities and health. Pestonjce's diagrammatic 
representation is useful to understand the process of stress phenomenon in 
one's life. Figure 1.4 shows the stages that a person may undergo in 
experiencing various stressors. 
In the first stage, the stress originating from three sectors of life is well 
within the stress tolerance limit (STL) of the person. In the second .stage, 
increase in level of stress in on sector causes a dent in the person's 
personality. In the third stage, stress becomes unmanageable leading to 
negative consequences in the form of emergence of stress diseases. In the 
last two stages, the complete disintegration takes place, when a person 
shows his / her incompetency to cope with stress. 
1.9 Ancient Indian Concept 
The modern concept of stress is not very similar to the one found in 
traditional Indian texts such as Carak Samhita, PatanjaU's Yogasiitra and 
Bhagwat Gila. However, a number of concepts developed by ancient Indian 
scholars can be related to the modern concepts of stress. Some of these, for 
example, are diikha (pain, misery or suffering), klesha (Affliction), kama or 
trishna (desire), atman and ahamkar (Self and ego), adhi (mental 
aberrations) and prajnaparadha (failure or lapse of consciousness) 
(Pcstonjee, 1999). 
1 he saniakhya-yoga s\stem explains that the fundamental non-cognition, 
which leads to phcnomcnological stress, is avidya. This avidya leads to 
asmila (self-appraisal), namely, those concerning the self, the object and 
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the threat arc used for reality testing. The faulty evaluation can produce 
stress and torment. The samakhya system postulates that the feeling of 
dukha or stress is experienced by the individual in the course of his/her 
interaction with the world around him/her. This system mentions (hree 
types of stress: personal (adhyatmink), situational (adhihodhik) and 
environmental (adhedevik). 
The system of yoga is analytical and not only helps the individual in 
understanding his own stresses but also leads him identiiy roots of these 
stresses. 
Romas et. al. (1995) has described ancient Indian concept through four 
!e^ •el of stressors: 
I. Prosupta (Dormant Stressors): Any mental process is potentially 
stressful like any seed that has the potential to germinate into a 
sapling. For example, a student might feel that he or she is going to 
be severely reprimanded if he or she is late for class, fhis 
imagination would be a dormant stressor. 
II. Tonu (Tenuous or Weak Stressors): Stressors of insufficient 
intensity and urgency, which are kept under check are more 
powerful stressors. For example, when one is hungry, the hunger 
response (powerful stressor) would override worrying about being 
late for class (tenuous or weak stressor). 
III. Vichmica (Intercepted Stressors): These stressors are alternating 
between stages of dormancy and manifestation. For example, a 
student who is reprimanded for coming late to class subscquentK 
tries to come on lime. The student has a stressor, which will manifest 
when he or she becomes late. This is intercepted stressor. 
IV. Udora (Operative Stressors): These are stressors, which is found 
during a course of action as a permanent behaviour. For example, a 
student who has conditioned his or her behavior to be present before 
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time for class is exhibiting this behavior because ol" operative 
stressors. 
The concept and application of ancient hidian concept of stress is suitable 
to Indian environment, fhe concept is applied where supportive 
environment is present. Indian people still have belief in traditional Indian 
cultural values. Thus there is need to traditional Indian coping practices of 
work stress. 
1.10 Stress and the Law 
I'he legal aspects of stress are extremely complex. Although there is no 
exact law pertaining to stress but the origins of liability are found in 
common Law. fiistorically employers are expected to care for their 
employees well being and keep them safe from any type of damages. 
Raymond (2000) has suggested following precautions: 
i. Requiring the employer to provide employees with appropriate 
protective clothing and to warn them of the dangers of not wearing 
it. 
ii. Updating knowledge base on health and safety risks, as employers 
can not reasonably be expected to foresee all inherent dangers. 
iii. faking greater care of more susceptible employees. 
In the event that an employer has not implemented a particular safety 
measure on grounds of cost, they will not be able to take any action. The 
risk to the employees is proved to be great. 
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In India, the common law developed a broader duty requiring the employer 
to take care of health as well as the safety of the workforce. Some oi" the 
laws pertaining to empkncc's health & Safety arc as follows: 
i. The contract ol'Labor Act, 1970 
ii. Bonded Labor System Act. 1976 
iii. The Employees" Pro\ident Lund Act, 1952 
iv. I he Lmployec State Insurance Act, 1948 
V. The Equal Remuneration Act. 1976 
vi. Lactories Act. 1948 
vii. The Maternitv Waoes Act, 1961 
viii. The Minimum Wages Act. 1948 
ix. The Workmen's Compensation Act. 1923 
The Bonded Labor Act. 1976 prevents the economic and physical 
exploitation of weaker section of working people. The Lactories Act. 1948 
requires an employer to take measures to ensure the health, safety and 
welfare of employees and others sharing the workplace stress and extended 
to the duty to s)stems of work, working practices and procedures, 
machinery plants and equipments. The liability may also attach to work 
carried out by contractors under the Contract Labor Act. 1970. These 
industrial acts helps in controlling employers from the stress enhancing 
practices. 
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However, for both employer and victim, compensation is a poor alternate to 
prevention (Raymond. 2000). In the absence ol' earmarked law regarding 
stress, an employer treats stressed employee as a commodity not as human 
being, i'he law related to stress will not only protect employees" rights of 
well being but also changes the attitudes of employers coping pattern. The 
issues related with "Law & Stress" will be further discussed in the chapter 
on •"Management of Stress". 
1.11 Organizational Role Stress 
1.11.1 Concept of Role: Role is a set of obligations generated b\ the 
'significant" others and individual occupying an office. It denotes set of 
functions one performs in response to the expectations of the "significant" 
others, and one's own expectations from that position or office (Pareek. 
1993. p-3). 
Graph 1.5 Role as an Interacting Region between an Organization and 
the Individual 
Source: Purcck. 1993 
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Organization and individual have different types of needs. Organization has 
its structure and goals while the individual has his/her personality and 
needs. 
Figure 1.6 Role and Organization & Individual factors 
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Ihe interaction between two with each other and get integrated in a role. 
I'igLires 1.5 & 1.6 are shown the limit between role and Organization & 
Individual. 
1.11.2 Office and Role: Office is a relational and power related concept 
while role is an 'obligational" concept. OfUce is a point in the social 
structure dcllning an oiTice holder's power. The role is an integrated act of 
behaviours expected from a person occupying the ofl'iee. (Parcek, 1993 p-4) 
For example, the Indian mother occupies a significant position in the family 
structure and has different obligations with different family members. In 
the other words, she has different roles. 
Kat/ and Kahn (1966) have used the concept of role to explain the process 
of role taking. Role taking involves both role sending (b)' the 'significant" 
others) and role receiving (by the role occupant). Mutual interaction 
between role senders and role occupant may iniluence the role behaviour of 
the individual. 
1.11.3 Role Systems: An organization can be defined as a system of roles. 
However role itself is a system, from individual point ofxievv. there are 
two role systems. The system of various roles which the individual carries 
and performs, and the system of various roles of which his role is a part. 
The first, it is called as role space and second, a role set. The role space 
conlliet arises when some other roles creates a problem to existing role. 
This may be understood as a discomfort between existing role and other 
roles. Role set conlliet arises when present role responsibilities either 
decrease or increase. Role set conflict may be called as intra role conflict. 
So the role is a very useful concept in understanding the dynamism of the 
integration of an indi\idual with a social system. It also helps in 
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understanding the problem whieh arise in the individual-organization 
interaction and integration (Pareek. 1993, pp-13-14). 
1.11.4 Job and Role: The concept of role widens the meaning olwork and 
relationship of the worker with other significant persons in the system. I'he 
concept of the Job is more prescriptive in nature and includes the more 
discretionary parts of work. A job is more speeillc term and assumes 
relationship of the worker with his/her superior whereas the role 
emphasizes his/her relationship with all those who have expectation from 
him. 
1.11.5 Organizational Role Stress: Stress is an inevitable consequences of 
socio-economic complexity, and to some extent, it is stimulant as well. In 
organizational context, organizations are closely linked with work settings 
which has numerous systems such as production, finance, marketing, 
administration as well as macro-organizational sub-systems like inter-
organizational system, organizational goals, strategies, climates, cultures, 
structures, management styles and performance. These systems are 
accountable for the growth of the organization and its role incumbents on 
the one hand, and society at large on the other. Very often, the human being 
in the system is reduced to a mere insignificant cog in the wheel of total 
technological setup. This tends to generate feelings of powerlessness, 
meaningnesness, normlcssness, and consequent stress. (Pestonjee, 1999, p-
87) 
Pareek (1983) has defined role as any position a person holds in a system 
(organization) as dellned by the expectations of various significant persons, 
including himself/herself have from that position. The concept of role, and 
the related concepts of M'ole space' and "role-set" ha\e a built in potential 
for conllict and stress. (Pareek, 1993) 
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There are foilowing ten role stressors under two sub-categories: 
1.11.5.a Role Space Conflict 
• Inter Role Distance: Stress occurs when the Hnkages of organi/ational 
roles become weak. An individual usually occupies more than one role. 
There may be conllicts between these roles. I'or example, the role of an 
executive vs. the role of a husband/wife. Such inter role conflicts are quite 
frequent in a modern society where the individual is increasingly occupying 
multiple roles in various organization and groups. 
• Self-Role Distance: When a role provides its occupant with lesser 
opportunities for using his special strengths. Its efficiency is likely to be 
lowest. This is called self-role distance. For example, an introvert who is 
clerk in an office may develop a self-role distance if he/she accepts the role 
of a salesman in an organization. [le comes to realize that expectations 
from the role v\ould include him/her meeting people and being social. 
• Role Stagnation: This is a situation appears when an individual who has 
occupied a role for a long time enters another role in which he/she may feel 
less secure. Lack of systematic HR Development is responsible for this 
stress 
l . l l .S .b Role Set Conflict 
• Role Ambiguity: When the individual is not clear about the various 
expectations that people have from his/her role. The conflict that he/she 
faces is called role ambiguity. Role ambiguity may be in relation to the 
activities, responsibilities, priorities, norms, or general expectations, 
(jenerally role ambiguity may be experienced by person occupying roles, 
which are newlv created in the organization, role in organizations, which 
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are undergoing change, or process roles (with less clear and concentrate 
activities). 
Role Expectation Conflict: When there are conflicting expectations or 
demands by different role senders (persons having expectations from the 
role), the role occupant may experience this stress from his/her seniors. 
subordinates, peers or clients. 
Role Overload: When the role occupant feels that there are too many 
expectations from the "significant' others in his/her role set. He/she 
experiences role overload. Time limit is the main factor for this stress 
(Figure 1.7). 
Figure 1.7 Time Limit and Role Overload 
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Role overload is more likely to oeeur where role oecupanls laek power, 
where there are large variations in the cxpeetcd output, and when 
delegation or assistanee ean not proeure more time. 
• Role Erosion: A role oecupant nia> feel that the (Imctions. whieh he/she 
would like to perform, are being performed by some other role. I he stress 
felt may be called role erosion. For example, two new roles are placed in 
place of one existing role may cause stress in form of role erosion. 
• Resource Inadequacy: This type of .stress is appeared when the resources 
required by the role occupant for performing the role elfccti\ely are not 
available; these may be information, people, material, llnancc. or facilities. 
• Personal inadequacy: feeling of lack of confidence or not prepared to 
undertake the role effectively. He/she may experience this stress. Persons 
who are assigned new roles without enough preparation or orientation are 
likely to experience this type of stress. 
• Role Isolation: when a role occupant feels that certain roles are 
psychologically closer to him, while others are at much greater distance. 
The main criterion of distance is the frequency and ease of interaction. 
When linkages are strong, the role isolation will be low and in the absence 
of strong linkages, the role isolation will be high. The gap between the 
desired and the existing linkages will indicate the amount of role isolation. 
Study of stress is a more complex phenomenon, fhis phenomenon is 
inseparable to human being. This phenomenon dilTers from time to time, placc-
lo-place, organi/ation-to-organizalion and more importantly individual-lo-
individual. 1 his study has explored this phenomenon in the context of Indian 
insurance industry. The next chapter explains history, structure, signillcance, 
nature and human resource practices of the Indian insurance sector. 
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"Faith in God is the best insurance when you are faced with personal tragedy or 
a natural disaster. An insurance company can reimburse your financial loss, 
repair vour home or car. and help you start again in business, but only god can 
mend your broken heart ". 
Anonymous 
Insurance is a contract between insurer and insured under which the insurer 
indemnifies the loss of the insured against the identified losses. I'or this 
service, mutually agreed upon premium are being paid by the insured. The 
contract lays down the time frame within which the losses will be met b\ 
the insurer. 
2.1 Role of Insurance in National Development 
I'xonomic development is defined as sustained increase in (iDP as well as 
improvement in the basic indicators affecting quality of life of the people. 
In relation to economic development, the capital formation is the most 
important contributing factor. Real savings, savings through financial and 
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non-financial intermediaries, contribute to capital formation process. 
Insurance services arc an important instrument for all three ways of capital 
formation namel} real savings, savings through financial and non-financial 
mtcrmediaries. International Monetary fund (IMf) has revealed that among 
20 fastest growing countries. 14 countries had over 25% ol'saving rate. And 
among 20 slowest growing countries, none had over 14% of their saving 
rate (IMF, 1995). 
The rate of growth of GDP is directly proportional to the rate of saving 
ratio. Saving could be in two ways - internal and external savings. Internal 
savings may be from household sector, private and public sector. 
Household saving has a major proportion of net savings. There are also two 
types of household savings-physical and financial savings. Physical saving 
could be in form of gems and Jewelry, lands, buildings etc. Financial saving 
includes bank deposits, shares, mutual funds and insurance policies. Life 
insurance policies have two options-one for risk coverage and other 
towards savings. While non-life is primarily aimed at saving because 
premium paid by customers is not returned to insured person, fherefore. 
insurance sector is a major contributor to the financial savings of the 
household sector in the country. The contribution of insurance funds to the 
financial savings was 14.9 percent in 2003-2004. It was 2.2% of the GDP at 
current market prices. Private and public sector contribution were 3.7% and 
1.2% to GDP respectively (IRDA. 2004). Although the percentage of 
insurance fund in domestic savings is relatively low as compared to 
dc\ eloped economics. 
During last ten years. India has witnessed negative growth for saving in the 
form of ph\sieal assets, fhe trend towards financial saving is positi\e. 
fhese trends are indicatixe of future growth of insurance sector. It helps in 
increasing nation's domestic savings, financial assets and overall growth in 
CiDP. 
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I'inancial intermediaries perform a ver\ useful funelion of channelising 
savings into domestic investments. Insurance companies as a fmancia! 
intermediaries facilitate the efficient allocation of capital resources in 
different sector. It also contributes in reducing the capital output ratio in the 
economy. Insurance, as an intermediarv. therefore, performs a very crucial 
role as a supplier of the funds in the economy. Insurance companies have 
capacity to invest funds in larger projects as compared to other fmancial 
intermediaries. Some of the activities performed by the insurance companies 
arc as follows; 
o Efficient risk management. 
o Risk pooling and reduction. 
o Promoting trade and commerce. 
o Facilitating efficient capital allocation. 
o fincouraging financial stability, 
o Reducing burden on government exchequer, 
Insurance assumes added importance in a developing county like India 
where a large percentage of population is dependent on farming and 
husbandry. B} providing insurance cover to cattle and crops, the insurance 
companies not only perform crucial financial services but also offer social 
security to the marginalized section of the population. 
2.2 Macro Economic Environments of Insurance Sector in India 
The Indian economy has recently earned the distinction of being one of the 
fastest growing economies in the world. The growth in the real gross 
domestic product (GDP) in the year 2003-04 was the highest at 8.2 percent 
since 1991-92 (IRDA. 2004). During this period, trade, tourism, transport 
and communication s\ stems main)} drove the growth of ser\ ice sector. A 
steady impro\'ement in the performance of finance, insurance, real estate and 
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business services accelerated (he growth in the services sector to 8.7 percent 
in 2003-04. 
The service sector remained the principal driver of growth oi~ the Indian 
economy. The service sector contributed 57 percent to the growth of real 
( J D P in 2003-04. The agriculture sector contributed another 25 percent. The 
contribution of industrial sector declined to 18 percent in the same period 
Irom 34 percent in the preceding year (IRDA. 2004). Table 2.1 provides a 
snapshot view of Economic & Social indicators that ha\e accounted for 
consistent growth of service sector in India. 
Table 2.1 Economic & Social Indicators 
Population in millions, 2002 
Surface area in 1000 Sq. Km. 
People per Sq. Km. 
GNP in $ billions 2002 
Rank in the World by GNP 
Average Annual Growth of GNP (%) 
Average Annual % Growth of GDP 
Public Expenditure on Health % of GNP 
Public Expenditure on Education % of GNP 
Infant mortality per 1000 births 
1045 
3288 
312 
320 
11 
6.8 
5 
0.6 
3.2 
61.46 
Source Annual Report, IRDA. 2002 
A counti7 has two major of financial institutions viz. banking sector and 
insurance sector. These sectors perform critical functions like savings and 
capital formation, f^his helps the nation make socially desirable investment. 
These sectors help the economy by earning profits as well. A brief 
o\erview of banking sector would also be apt at this juncture. 
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2.2.1 Banking Infrastructure 
At Ihc time of independence, assorted number and types of banks were 
operating in India. In 1949. two major steps took place. I'irst. banking 
regulation act was passed. It gave regulatory powers to Reserve Bank of 
India (RBI). In order to spread out banking services to semi-urban or rural 
areas, the government of India established State Bank of India (SBI) in 
1955 with Nationalization of eight regional banks in 1960. 
In an effort to incorporate social values and concerns in commercial 
banking sector, in 1969. the government nationalized fourteen commercial 
banks with deposits worth Rs. 50 Crores. Alter nationalization of banks, the 
banking sector functions increased manifold. During this period, banking 
s\stcm became an instrument of development. 
fhe commercial banking .system in India consists of public and private 
sector banks as well as non-scheduled banks. In terms oi" business, the 
public sector banks have a dominant position. They now account for more 
than 82% of entire banking business. Among the public sector banks the 
State Bank of India (SBJ) and associates had 13.454 branches in 2002. fhe 
other public sector banks had 32.612 branches. The private banks and their 
branches were 5431 in the same period (Misra & Puri, 2003). 
Table 2.2 Share of Financial Savings of Banking Sector in Gross 
Household Sector 
Financial Saving 
(Gross) 
% to GDP at Current 
Market Priees 
% of Bank Deposits 
% to GDI' at Current 
Market Prices 
2003-04 
100 
15.1 
42.9 
6.5 
2002-03 
100 
13.6 
41.5 
5.7 
2001-02 
100 
12.7 
39.4 
5.0 
2000-01 
100 
11.9 
41.0 
4.9 
1999-00 
100 
12.2 
36.3 
4.4 
Soiin c Resuire Bank of huhii appeared in IRD-I. \nniiiil Report. 2004 
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Aggregate bank deposits constituting about two-ill'th of" nnancia) assets oC 
the household scclor in last five years. The proportion orbanl<ing sector's 
involvement in country's GDP is witnessing a rising graph continuously 
('Jable 2.2). 
2.2.2 Insurance Sector 
Insurance industry serves the purpose of economic growth & Social 
Security. \n technical terms, insurance is the interface between risk and 
security. This sector performed this function for almost five decades under 
a nationalized set up. However, things started changing by the end of 20"' 
century. The sector was opened up in the year 1999 facilitating the entry of 
private players into the industry. 
Table 2.3 Key Market Indicators 
Life & Non-Life Market in India 
Global Insurance Market (Dec. 2003) 
Growth in Premium Underwritten in 
India & Abroad in 2003-04 
Rs. 83.645.11 Crore 
USD 2940.67 billion 
Life: 18.91% 
Non-Life: li.16% 
.S'();//r<:' IRDA Annual Report 2003-04 
Table 2.4 Number of Registered Insurers in India 
Types of 
Business 
Life Insurance 
General Insurance 
Reinsurance 
Total 
Public Sector 
01 
06 
01 
08 
Private Sector 
13 
08 
0 
21 
Total 
14 
14 
01 
29 
Source IRDA Annual Report 2003-0-1 
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The entry-level capital requirement was kept high at Rs. 100 Crore to 
attract big corporate houses with long-term interests. Ihe equity restriction 
for foreign promoter was set at 26%. The new environment has created 
competitive conditions. The industry has, since then, witnessed a healthy 
growth trend, in both the lile and non-lile segments (Table 2.3). As 
indicated above. Insurance business can be divided into two categories vi/. 
life insurance and non-life insurance business. A total 29 companies are 
operating in India till date (Table 2.4). Out of these, 14 each are in liJe and 
non-life segment while one is in reinsurance business. Out of these 29 
companies, eight companies are in the public sector while 21 are operating 
in the private sector. 
2.3 Indian Insurance Industry - A Sectoral Profile 
2.3.1 Historical Perspective of Indian Insurance Industry 
fhe origin of insurance services may be traced back to 14" century in Italy 
when ships carrying goods were covered for different types of trade losses. 
The systematic and orderly beginning of insurance industry took place in 
UK at Lloyds Coffee house in Tower Street in London (Srivastava & 
Srivastava. 2001). The history of insurance business in India may be 
assessed in the three phases viz. pre-nationalization, nationalization and 
post liberalization periods. Nationalization brought insurance business 
within government's control. It was a part of a larger strategy of having 
greater presence of government in the llnancia! sector. Liberalization 
introduced competition in this sector. It also resulted in substantial 
expansion of the insurance sector in India. 
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2.3.1.1 Pre-Nationalixation Period 
o Life Insurance 
The history of life insurance in India can be traced to the year 1818 with 
the estabhshnicnt of Oriental Life Insurance Company in Calcutta. I he 
first (Indian) life insurance company, the Bombay Mutual Life 
Assurance Society started its business in 1870. This was the ilrst 
company that charged the same premium on both hidian and non-Indian 
lives. Earlier, native Indian lives were considered more risky and hence 
they vv'ere charged a higher premium For coverage (Ranade & Ahuja. 
1999). The Ilrst statutory measure to regulate the life insurance industr\ 
was the Indian Life Assurance Companies Act. 1912. fhis was follov\cd 
by legislation in 1928 to collect statistical information on the insurance 
sector in India. In 1938. the insurance Act was passed to consolidate the 
earlier legislation and making provisions for effective control o\cr 
private insurers. 
o Non-Life Insurance 
General insurance came to India in 1850 with the setting up of a British 
held firm, the Trinton Insurance Company. At the time of independence 
foreign insurers held about 40% of the business that declined 
progressively later. In 1956, the general insurers started a reinsurance 
company i.e. the India Reinsurance Corporation, to which 10% of their 
gross direct business was voluntarily ceded. In 1957. the (ieneral 
hisuranec Council, under the Insurance Association of India framed a 
code of conduct for the general insurance industry. In 1968. the 
insurance Act, 1938 was amended to provide for an extension of special 
control over the aeneral insurance business. 
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The nature of insurance industry business was very dilTcrent in pre-
nationalization period. High premium rates, dominance of British 
controlled companies, low trust between insurers and insured were the 
factors till independence. After independence, the business of Indian 
insurance grew at a faster pace as competition amongst the Indian 
companies increased. Despite the strides by the Indian companies, 
insurance business remained an urban phenomenon. All backdrops of 
pre-nationalization created a need for nationalization of insurance 
sector. The justification of nationalization was to raise the much-needed 
funds needed for rapid industrialization and self-reliance. 
2.3.1.2 Nationalization Period 
In 1956, the management of life insurance business of 245 Indian and 
foreign insurers and provident fund societies operating in India was Hrst 
taken over by the central government and afterwards nationalized under the 
Life Insurance Corporation Act, 1956. The Life Insurance Corporation of 
India was formed under this act with an equity contribution of Rs. 5 crore 
from the government of India. In the year 1973, the non-life insurance was 
taken over by the Central Government as a prelude to its Nationalization 
under the General Insurance Business (Nationalization) Act, 1972 After 
amalgamating 170 insurance companies, both Indian and foreign, four 
nationalized companies were formed. These companies were: 
1-National Insurance Company-Kolkata 
2-Ncw India Assurance Company-Mumbai 
3-Oriental Insurance Company-N-Delhi 
4-United India Insurance Company-Chennai 
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The government's logic behind creation of four public sector non-life 
companies was to ensure regional balance with establishment ol" four 
headquarters at four geographical locations for these companies. 1 he 
nationalization of insurance industry ensured significant growth of the 
industry. During this phase (1956-99). the insurance industry expanded 
business to common people. In absence of private competitors, public 
sector insurance companies recorded a constant growth over a period of 
time. Yet. the public sector insurance companies could not exploit fully the 
real potential of household savings. 
2.3J.3 Liberalization Period 
The insurance industry in India is undergoing a period of change. The 
process of change was started in year 1999, when government introduced 
Insurance Reforms Bill 1999 in parliament. The contents of bill were based 
on R.N. Malhotra Committee report (Srivastava & Srivastava, 2001). This 
committee was set up in 1993. It submitted its reports in 1994. The 
important recommendations of committee were: 
• Structure 
a. Government stake in the insurance companies to be brought down 
to 50% 
b. Government should take over the holdings of GIC and its 
subsidiaries so that these subsidiaries can act as independent 
corporations 
c. All the insurance companies should be given greater freedom to 
operate. 
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• Competition 
a. Private companies with a minimum paid up capital of Rs. I bn 
should be allowed to enter the industry 
b. No company should deal in both Life and General Insurance 
through a single entitv 
c. Foreign companies may be allowed to enter he industry in 
collaboration with the domestic companies 
d. Postal Life Insurance should be allowed to operate in the rural 
market 
e. Only one State Level Life Insurance Company should be allowed 
to operate in each state 
• Regulatory Body 
a. The Insurance Act should be changed 
b. An insurance regulatory body should be set up 
c. Controller of Insurance (currently a part from the Finance 
Ministry) should be made independent 
• Investments 
a. Mandatory Investments of LIC Life Fund in government 
securities to be reduced from 75% to 50% 
• Customer Services 
a. LIC should pay interest on delays in payments beyond 30 days 
b. Insurance companies must be encouraged to set up unit linked 
insurance plan 
c. Computerization of operations and updating of the technology to 
be carried out in the insurance industry 
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'I'he India has decided to privatize its insurance sector at a mucii later dale 
as compared to other Asian countries. Many Asian countries started their 
privatization programme in late 80's and early 9()\s. Table 2.5 shows a 
comparative chart of moves towards privatization of insurance sector 
amono Asian countries. 
Table: 2.5 Privatization of Insurance Sector Among Asian Countries 
n 
o 
o 
India 
China 
Indonesia 
Malaysia 
Japan 
S. Korea 
2 -o 
re - J 
1999 
1988 
1983 
N.A. 
N A. 
N.A. 
» _. 
1 c 
INR 
lOOCrore 
Yen 
200 m. 
IDR 
15 b. 
MVR 
198m. 
JPY 
30 m. 
KRW 
30 b. 
3 2 
n o 
TO - ^ 
Vehicles / 
Workers 
Vehicles 
Workers 
Motors / 
Workers 
N.A. 
N.A. 
6.0 
10.9 
13.1 
198.9 
3896 
1232.3 
2 3 
re c 
i -
3 
1.6 
1.46 
1 23 
4,37 
11.87 
15.42 
n 
d 
15.03 
35.4 
12.2 
18 
0.8 
19.9 
S O 
re E 
0.46 
0 63 
0.12 
0.2 
23.5 
2.66 
Source • Compiled from various sources including Srivastava & Srivaslava. 2001 
The latest move in the direction of privatization was in the form of General 
Insurance Business (Nationalization) Amendment, 2002. The amendment 
provided for the de linking of the four subsidiaries from the General 
Insurance Corporation (www.insuremagic.com). The opening up of 
insurance sector took place as a result of passing up of "Insurance 
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Regulatory Development Authority Act" 1999. This Act provided for 
establishment of Insurance Regulatory and Development Authority 
(IRDA). The IRDA Act amended Insurance Act. 1938, the Life Insurance 
Act. 1956 and the (jeneral Insurance Provisions (Nationalization), 1972. 
The IRDA aims to protect the interests of holders of insurance policies, to 
regulate, promote, and ensure orderly growth of insurance industry or 
matters connected therewith. 
2.3.2 Life Insurance Sector 
fhc contribution of life insurance is significant in economic growth of 
India. Life Insurance Corporation (LIC) has been the key instrument in this 
growth. It operated as monopoly for 43 years (before privatization of 
insurance sector in 1999). This ensured large share of life business to I.IC. 
In such a long period of operation, LIC expanded and deepened its 
coverage to the common people. After liberalization of this sector, 13 
private companies have entered in the life insurance sector so far. 
2.3.2.a Financial Profile 
1 he si/.e of Indian insurance industry is Rs. 83.645.1 1 Crores. There has 
been healthy and competitive growth in both sectors of insurance industry. 
This has made insurance sector a viable and prosperous financial sector. 
Since inception of both sectors, a consistent growth of life & non-life, have 
recorded through out this long period (Table 2.6). 
After opening of insurance sector, the life insurance segment has recorded 
significant growth in terms of total premium underwritten of Rs. 34,898 
crores (2000-01) to Rs. 66,287.93 crores (2003-04) (Table 2.7). 
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Table 2.6 The Last Five Years Growth of Life Insurance }3iisiness Before 
Liberali/ation (1995-1999) 
Financial 
Veais 
1994-95 
1995-96 
1996-97 
1997-98 
1998-99 
Number of 
Policies (in 
lakh) 
645 5 
708 7 
776 6 
849 2 
9164 
Growth 
o\ei 
PI evious 
Year (%) 
6 17 
9 79 
0 58 
9 34 
791 
Annual 
Ptcniiuin 
(Rs. Crorc) 
10385 
12094 
14500 
17066 
20234 
(.rowth 
o\ei 
PlCMOUS 
Year (%) 
18 58 
16 46 
19 89 
17 69 
18 56 
total Sum 
VsMiieJ 
(Rs. 
Croie)* 
Z 5 J J J J 
294336 
343018 
398959 
457435 
Giowth 
ovci 
PlCMOUS 
Year(%) 
22 03 
16 19 
16 54 
1631 
14 66 
'Excluding ovei seas opeiution Source LIC Annual Repot ts I99H-99 
Table 2.7 Gross Premiiim Underwritten By Life Insurers 
(Rs Cioies) 
Insurer 
LIC 
Private Sector 
Total 
2001-02 
49821.90 
272.54 
50094.45 
2002-03 
54628.48 
(9.65%) 
1119.06 
(310.59%) 
55747.55 
(11.28%.) 
2003-04 
63167.60 
(15.63%) 
3120.32 
(178.83%) 
66287.92 
(18.91%.) 
Soiiice IRDA Annual Repoit\ 200-1 
Table 2.8 Market Share Life Insurers (Percent) 
Insurer 2001-02 
Tota 
LIC 
Private Sector 
99.46 
0.54 
2002-03 2003-04 
Premium 
97.99 
2.01 
35.29 
471 
Soiii c e IRDA Annual Repoi h 
The si/e of the life insurance market increased due to the growth ol the 
economy and concomitant increase in per capita income. 1 his resulted in a 
favourable growth both for LIC (15.6%) and to the new insurers (178.8%) 
in 2003-04. The higher growth is to be viewed in the context ol a very 
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small base. However, the new insurers have improved iheir market share 
from 0.54 percent in 2001-02 to 4.71 percent in 2003-04 (Table 2.8). 
Table 2.9 No. of New Policies Issued: Life Insurers 
Insurer 
Private Sector 
Lie 
Total 
2002-03 
825094 
(3.25%) 
24545580 
(96.75%) 
25370674 
2003-04 
1658847 
(5.79%) 
26968069 
(94.21 %) 
28626916 
Source IRDA Annual Repoits 
The new business share of LIC has decreased from 96.75% in 2002-03 to 
94.21% in 2003-04 (Table 2.9). The impact of liberalization is now being 
felt. Although, LIC has maintained growth rate but on the other hand it has 
lost market share after opening up of the insurance sector. 
2.3.2.b Emerging Potentials 
Indian insurance industry stood 19'^  in world's insurance market with 
0.49% share (Swiss Re.. 2002). Indian life insurance sector accounted for 
0.65% of world life insurance market and earned 19" position. Rough 
estimate suggests that only 20 percent of the India population is insured 
(Mony. 2003). Indian life insurance industry's penetration (premium as a 
percentage of GDP) and density (premium as a percentage of population) 
rate are rather low. India still had a low insurance penetration of 2.15 (in 
the year 2001), 2.59 (2002) and 2.26 (2003) percent (Swiss Re., 2003). 
Before privatization of insurance sector, the ratio of policies sold per 
hundred persons was only seven. While this figure in .lapan was 489 
(Ranadc & Ahuja. 1999). Table 2.10 shows the number of policies per 
hundred persons in different countries. 
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Table 2.10 Number of Policies per 100 Persons 
Country 
Japan 
U.S. 
Singapore 
S. Korea 
Taiwan 
India 
No. of Policies per 100 
Persons 
489 
140 
64 
52 
47 
7 
Source Economic A Political Weekly, 16-23 Jan 1999 
The Confederation of Indian Industry's (CII) Expert Group had estimated 
the aggregate life insurance market at a conservative figure of Rs. 1,45.000 
crores by 2009-10 (Rangachary, 2003). In the year 2003-04, life segment 
premium figure has touched Rs. 66,287 crores. While at the time of 
liberalization the total life premium was Rs. 21,500 crores. 
2.3.2.C Marketing 
Insurance is a financial service. Its market base is considerably broad and 
extensive to ensure its reach to every person in the country, fhe benefits, 
linked with insurance products, like tax benefits, saving for future needs 
encourage buying insurance products. Thus, its marketing strategy is also 
dilTerent from selling of other commodities. It requires an extensive market 
research based on countries per capita income, status of people, buying 
capacity, environmental factor, societies perception and acceptance, needs 
of that product, health factor, demographic factors, previous and luture 
demands, social awareness and product utility and others. 
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• Market Structure 
I'our years after opening up of insurance sector, there have been gains o(" 
liberalization. The growth in the insurance sector during the period has 
been in many areas. The participants in the industry has also gone up from 
one i.e. Life Insurance Corporation (LlC) to 14 insurers, fhe list of 
registered life insurers is shown in Table 2.11. 
• Distribution 
Indian insurance industry has a huge untapped market. Therefore, 
distribution of insurance products is (he prime concern for insurers. Now in 
changed competitive environment, various companies are exploring new 
distribution channels for selling their product. Some available options are; 
o Bankassurance o C&F Agents 
o Stock Brokers o Traveling Agents 
o Four/Two Wheeler Dealers o Courier Services 
o Kiosks at Shopping Mall o Various Mahila Samaj 
o Call Centers o NGO's 
o Post Offices o Gram Panchayats 
Despite the availability of alternative channels, Indian insurance companies 
are still heavily dependent on direct agents. It has recognized that agents are 
important link between insurers and insured, fhe total 16 lakhs agents and 
corporate agents in the life insurance sector have been registered in the 
llnancial year 2003-04. On the life segment 9,33,002 direct agents and 
2,389 corporate agents have been issued new licenses. The total 6,23,815 
indi\ idual and 47 corporate agents have been renewed (Table 2. i 2). 
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Table 2.11 Market Structure For Life Insurance Companies 
S. No. 
1 
2 
3 
4 
5 
6 
7 
8 
9 
10 
11 
12 
13 
14 
Private Players 
Bajaj Allianz Life Insurance Company 
AMP Sanmar Assurance Company 
Birla Sunlife Insurance Company 
HDFC Standard Life Insurance Cojnpany 
ICICI Prudential Insurance Company 
ING Vysya Insurance Company 
Max New York Life Insurance Company 
Metlife Insurance Company 
Kotak Mahindra Old Mutual Life Insurance Company 
SBI Life Insurance Compan\ 
l a t a AIG Life Insurance Company 
Aviva Life Insurance Company 
Sahara Life Insurance Company 
Public Sector Company 
Life Insurance Corporation of India (LIC) 
Source IRDA Annual Repoi I, 2004 
Table 2.12 Life Insurance Agents in 2003-04 
Insurers 
Private 
LIC 
Total 
Individual Agents 
New 
199862 
733140 
933002 
Renewal 
15358 
608457 
623815 
Corporate Agents 
New 
1793 
596 
2389 
Renewal 
41 
6 
47 
Total 
New 
201655 
733736 
935391 
Renewal 
14999 
608863 
623862 
Soiiice IRD4 Annual Repoit, 2004 
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Table 2.13 Life Insurance Agents for Urban / Rural Market in 2003-04 
Insurer 
Private Insurer 
Lie 
Total 
Urban 
189364 
627533 
816897 
Rural 
7109 
714666 
721775 
Source: IRDA Annual Report, 2004 
In the same period agents licensed by the life insurers in urban and rural 
areas were 8,16,897 and 7,21,775 respectively (Table 2.13). The figure 
shows that LIC still has a very strong presence in rural market. 
2.3.2.C Organizational Structure 
Organizational structure of the LIC is a 4-tier structure with the central 
office at the top (Exhibits 2.1 & 2.2). Zonal offices assist the central office 
in the matters of development, planning and review of business and 
supervision of divisional offices within their jurisdiction. J'he divisional 
office is concerned with all activities of the insurer from procurement of 
new business to the settlement of claims. Under each divisional office there 
are branch offices, sub-offices and development centers. All of which 
maintain direct administrative and operational control over procurement 
and servicing of the business. 
o The Central Office 
The corporation has a central office at Mumbai. fhe central office is 
divided into various functional departments viz. marketing, actuarial, 
investment, long term planning, management services, personnel and 
industrial relations, finance and accounts, legal and housing finance 
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schemes, inspection and audit. Each department is headed by a committee, 
which has specific responsibihties for that function. The various 
committees are coordinated and supervised by an executive management 
committee, which also has a role of providing direction to the business of 
the corporation. 
o Zonal Offices 
7'here are 7 zonal offices at different locations. The zonal office controls the 
entire field staff working in the zone and also plans for the business 
development of the entire zone. They also advise the central office on 
personnel and legal matters, management of the buildings belonging to the 
corporation, purchase of stationary and printing of literature, etc. They also 
compile accounts of the zone and general guidance to divisional offices in the 
matter of accounting principles and procedures is also provided. The zonal 
offices also manage investigation of all doubtful claims arising in the zone. 
The zonal office is divided into various functional departments like marketing, 
actuarial, personnel and industrial relations, finance and accounts, legal. 
management services and estates and office services. 
o Branch Offices 
There are 2024 branch offices and 1363 centers all over the country. The main 
departments of a branch are new business development, policyholders" 
servicing, accounts and establishment. The responsibilities of the branch office 
are related to registration and scrutiny of new proposals, collection of premium 
against new proposals and issue of receipts, correspondence with the prospects 
and the agents in connection with new proposals, settlement of commission on 
first premium installment and payment of medical fees to doctors, collection of 
premiums under policies, supervision of the working of agents and field 
officers attached to branch, disbursement of loans on policies serviced by the 
branch. 
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Exhibit 2.1 IJC: Organization Structure 
Central Office 
Zonal Office Zonal Office Zonal Office • Zonal Office Zonal Office 
c L_^._./L.„._J r~] 
i Divisional Office ' Divisional Office < ' Divisional Office, , Divisional Office, 
Branch Office Brancfi Office j Brancfi Office Branch Office 
],2LIC:Bricli Office Stricture 
AcccyolsDepI NewBysioessDepI PoliciSeraciiigDept Sales Dept. Office llaoageoienlDept DalaPiocessiogDepI 
Ageiils Ageols Ageols Agents 
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o Field Organization 
The Corporation employs a large number ol'insurance agents ("or selling the 
policies. The agents constitute an important part of in the organization 
chain, as they are primarily responsible for bringing in new business for 
individual policies. These agents are not employees of the corporation. 
I'hey are paid a commission on the premiums received on policies sold b} 
them. They are the lowest operational units in implementing the business of 
the organization and perform the various field-level functions, fhese agents 
are trained and supervised by the development officers, who are full-time 
employees of the Corporation. These development officers assist their 
agents in matters connected with the procurement of new business and 
other relevant functions. 
2.3.2.d Human Resources 
The human resource hierarchical structure in Life Insurance Corporation 
has a long hierarchical chain with wide hierarchical base. The officers" 
grade positions starts from Assistant Administrative Officer (AAO) to the 
top most level. This is depicted in exhibit 2.3. 
Exhibit 2.3 LlC: Hierarchical Level 
Zonal Manager 
Regional Manager 
Divisional Manager 
Manager 
Administrative Officer 
Assistant Administrative Officer 
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The Life Insurance Corporation has a workforce of more than 1.22,000. 
Lie trains people at their own training centers viz. Divisional Training 
Centre and Sales Training Centre. The National Insurance Academy (NIA). 
Pune. and Administrative Staff College also impart training for Indian 
insurance industry. 
Lie is a government-controlled organization. It has an elaborate monitoring 
mechanism. The MARG survey concluded that the LIC management is 
perceived as top heavy and excessive hierarchical, especially at the central 
and zonal offices. The supervision and control functions in the organization 
had also considerably weakened. The survey found the corporation 
overstaffed with a dull work culture. Further, the trade unionism had 
contributed to the growth of restrictive practices. Bureaucratic rigidity and 
inflexibility had resulted in creating low responsiveness to customer needs, 
poor service quality in terms of operational efficiency and flexibility, 
quality of delivery and price of products, fhis was evident in the high 
premia that was being charged by LIC (Rajan & Ramachandran, 1998). 
2.3.3 Non-Life Insurance Sector 
Non-life insurance business is different from life insurance business, ll 
covers people as well as their physical and other living assets. Non-life 
business grew at the rate of 62% in last three years. The scope of non-life 
insurance business is much wider than life insurance. Yet, non life 
insurance market share is only one-fifth of total insurance business. India's 
non-life insurance business share in the world insurance market was onlv 
0.25 percent in the year 2001. India stood at 30''' position in world's non-
life business ranking (Swiss Re, 2002). The non-life insurance premium has 
grown from Rs. 185 crores in 1973 to Rs. 10.800 crores, an increase of 58 
times in about 3 decades (Jagannathan. 2003). 
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2.3.3.a Financial Profile 
Before liberalization of insuranee sector, last five years" average growth 
rate of non-life insurance sector was 14.02. fable 2.14 shows the 
performance of non-life sector during 1995 to 1999. 
Table 2.14 Performance of Non-Life Insurance 
Sector before Liberalization 
Financial Year 
1994-95 
1995-96 
1996-97 
1997-98 
1998-99 
Total Gross 
Premium (Rs. 
In Crores) 
5271 
6377 
7348 
8086 
% Growth 
10.6 
21.0 
15.2 
10.0 
9198 13.3 
Source Snvastava & Snvastava, 2001 
Table: 2.15 Non Life Insurance Gross Direct Premium (within India) 
in FY 2003-04 
Rs. In Crores 
Insurer 
Private 
Public 
Total 
Premium 
2003-04 
2290.69 
13827.69 
16118.39 
Premium 
2002-03 
1339.71 
12910.43 
14260.15 
Market 
Share 
2003-04 
14.21 
85.79 
100 
Market 
Share 
2002-03 
9.46 
90.54 
100 
Growth 
% Year 
on Year 
69.72 
7.10 
13.03 
Soiirce IRDA Journal, May 2004 
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During post liberalization period, non-life insurance sector has witnessed 
the growth from Rs. 10771.96 crores in 2000-01 to Rs. 17357.18 crores in 
2003-04. During this period, the premium underwritten by the public sector 
non-life insurers has grown from Rs. 10771.96 to Rs. 15099.35 crores 
(IRDA. 2004). Over the last four years, with the opening up of the 
insurance sector the premium underwritten by the new insurers has 
increased to Rs. 2290.69 crores. fhe market share of new entrants was 
14.21 percent in the financial year 2003-04 (fable 2.15). 
Segment wise analysis for Last three years reveals that marine business has 
improved its performance from 9 percent to 14 percent of total non-life 
market share. Fire business has lost 3 percent of its market share. The 
miscellaneous category business (includes motor, aviation, health, 
agriculture, engineering etc.) has maintained their market share with 
significant changes (Table 2.16). 
Table 2.16 Premium Underwritten by Non-Life 
Insurers-Segment Wise Performance During 2001-04 
R.s. In C lore 
Business 
Area 
Fire 
Marine 
Misc.* 
Total 
2001-02 
2929 
1090 
8704 
12723 
Market 
Share 
23% 
9% 
68% 
100 
2002-03 
3268 
1265 
10704 
15237 
Market 
Share 
2!% 
8% 
70% 
100 
2003-04 
3458 
2425 
11474 
17357 
Market 
Share 
20% 
14% 
66% 
100 
*lnchiilcs motor, aviation, health, agnailtiire, engmeenni!. etc 
Source IRDA Annual Repoi t. 2004 
A recent statistics levealed that non-life insurance market still comprises of 
a large number of products are those which arc mandatory. Motor insurance 
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that is statutory in nature coxered close to 37 percent of market, lire 
insurance is the next largest and constituted 23 percent, fire engineering 
and marine are the other major products contributed to 37 percent ot the 
market (Bakshi, 2005). In terms of number of policies issued, the industry 
has reported a growth of 9.19 percent. The number of policies written by 
the new insurers increased by 85.53 percent while in the case of public 
sector insurers the increase was 6.13 percent (IRDA, 2004). 
Graph 2.1 Market Share of Non-Life Insurance 
Players 
Private & 
Others 
18% New India 27% 
Oriental 
17% 
United lndia~~~~ ' National 
18% 20% 
BNew India ® National n United India n Oriental a Private & Others 
Among the public sector insurers, New India held a market share of 28.35 
percent followed by National Insurance Company at 19.59 percent. United 
India and Oriental Insurance held a market share of 17.65 and 16.71 percent 
respectively. 
2.3.3.b Marketing 
Market Structure 
Despite strong presence of public sector insurance companies, eight 
different private participants have entered in non-life business after 
privatization of this sector (Table 2.17). 
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Table 2.17 Market Structure For Non-Life Insurance Companies 
S. No. 
1 
2 
3 
4 
5 
6 
7 
8 
Private Players 
Bajaj Allianz General Insurance Companies 
ICICl Lombard General Insurance Companies 
IFFCO Tokio General Insurance Company 
Reliance General Insurance Company 
Royal Sundaram Alliance Insurance Company 
Tata AIG General Insurance Company 
Cholamandalam General Insurance Company 
HDFC Chubb General Insurance Company 
Public Sector Companies 
9 
10 
11 
12 
13 
14 
New India Assurance Company 
National Insurance Company 
The Oriental Insurance Company 
United India Insurance Company 
Export Credit Guarantee Corporation (fiCGC) 
Agriculture Insurance Company of India 
Re Insurer: General Insurance Corporation (GIC) 
Source IRDA Annual Report, 2004 
In the same period, two more public sector companies have been setup to 
cater the different needs viz. Agriculture Insurance Company of India and 
Export Credit Guarantee Corporation (ECGC). 
Distribution 
Distribution of non-life insurance products is different from life insurance 
products. Basically intermediaries associated with non-liic insurance 
business are direct agents, brokers, third party administrators (I'PA) and 
Surveyors, fhe rural thrust of non-life jmurance companies is weak. There 
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are only 29 percent of non-life insurance agents working in rural areas 
(Table 2.18). 
Table 2.18 The Total Number of Non-Life Insurance 
Agents in the Year 2003-04 (Rural & Urban) 
Total Number of Agents 
in Urban Area 
82000 
Total Number of Agents in 
Rural Area 
32926 
Source IRDA Annual Report, 2004 
This is a concern area for non-life players. Non-life companies can 
improve and expand their business in areas that have not yet be adequately 
covered. 
Public sector non-life insurance companies have similar human resource 
and organizational structure as LIC's. The number of branches and 
manpower differs in each four companies. The total number of branches of 
non-life insurance companies is over 4000 (Bakshi, 2005). 
2.3.4 Products and Demand 
The demographic and socio-economic environment in the Indian context 
has been changing as the economy moves from emerging market to a 
developed market. With the emergence of smaller family units (nuclear 
family system), the "joint-family-as-a-social-security-nct" set up has 
weakened. Simultaneously, the increased longevity has raised the need for 
adequate provision of security for the aged. The current trend towards 
urbanization and migration of the rural population to metres and large cities 
in search of better standard of living also changes the economic activities 
with orientation tovvards services. The growing population necessitates 
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more houses. Issues related to healtli have hecoine important. Indian 
insurance industry is still significantly infiuenced by the "tax Savings'" 
rather than risk coverage in the life segment. 
Table: 2.19 Types of Insurance Products 
Life Insurance 
Individual Plan 
Pension Plan 
Group Plan 
Non-Life Insurance 
Fire Insurance 
Motor & Miscellaneous 
Marine Insurance 
Mediclaim Insurance 
Life insurance companies have two broad ranges of products. These are 
assurance and annuities, targeted at both individual and group segments. 
Assurance plans are basically targeted against those who want to provide 
safety net to their dependents. These are insurance products that facilitate 
the dependents of the insured to maintain their standard of living in the 
event of the untimely death of the insured. Those are the products which 
primarily cover the "risk of death". Annuity plans take care of the needs of 
the pensioner and provide regular payments for life after a specified age i.e. 
basically they cover the "risk for longevity". The broad range products of 
life and non-life insurance is shown in table 2.19. 
2.3.5 Export 
Life Insurance Corporation (LIC) share of outside business was only 0.22% 
of total business. In the financial year 2002-03, LlC's outside premium 
income was 106.33 Crores rupees as against 48148.98 Crorcs in India. The 
public sector non-life insurance companies have also operations outside 
India. They have underwritten premium of Rs. 952.28 crores abroad. Which 
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constituted 6.66 percent of the gross premium underwritten by them. The 
New India has 18 percent share of total business fVom outside the country 
operation. This share is only 0.26 and 2.33 percent respectively for National 
Insurance and Oriental Insurance. United India stopped its foreign 
operations in 2003-04 (Table 2.20). 
Table: 2.20 Overseas Premium of Non-Life Insurance to Total 
Premium (in Percent) 
Insurer 
National 
New India 
Oriental 
United 
2001-02 
3.03 
16.33 
2.09 
4.55 
2002-03 
0.22 
18.52 
2.26 
0.05 
2003-04 
0.26 
17.80 
2.33 
N.A. 
Sowce IRDA Annual Report, 2004 
The public insurance companies overseas operations are very limited. The 
public sector companies target those countries for overseas business where 
Indian population is there. There is very vast scope for Indian insurance 
companies to cover such population abroad. 
To sum up, insurance industry in India has a long history. The insurance 
industry witnessed nationalization in 1956 for life sector and 1973 for non-
life sector. In early 90's there were process of liberalization economy. 
However, Insurance industry was remained under government's control till 
1999. After liberalization of this sector, noticeable changes have been 
observed in terms of increase in demands of insurance products, 
competition among different players, customers knowledge, demands for 
Inibrmation Technology enabled services and market size. It changed the 
existing market structure and competition. It has also offered new 
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employment avenues. The existing public sector companies have been 
compelled to innovate and initiate moves to survive into this changed 
scenario. Employees" training has become critical for future success of 
insurance companies in future. Export share of public sector companies is 
rather low. Post liberalization growth of insurance sector is encouraging. 
Yet there is a need to cover various segments, like rural areas, that ha\ e not 
yet been covered effectively. 
Government opens up a sector for two reasons. First, to promote foreign 
direct investment in particular industry / sector. Second, to prepare local 
companies for global competition. Indian insurance industry is in a 
transition phase. As it is a service bound industry, the human resource has 
assumed critical significant for future success of this industry. In response 
to human resource profile, there is witnessing change realization in public 
sector insurance companies. The present study addresses one aspect related 
to Eluman Resource Management (HRM). It explores various stresses that 
employees are encountering as a result of the swift changes in this industry. 
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Public sector organizations are often called strategic organization. 
Insurance sector has played a strategic role in national development. Its role 
has been critical in promoting savings, capital formation and providing 
social security to Indian populace. Insurance sector has to play a greater 
role in view of population growth, globalisation of insurance business and a 
possible threat of competition. The human resource is the most valuable 
assets for any organization. Issues related to human resources are key 
determinants to the success of public sector insurance companies, fhis 
study aimed at finding out the insurance industry human resources issues 
that create stress prone work culture. 
Before embarking on exploration of a potentially explosive problem of 
stress among insurance sector professionals, it is pertinent to review the 
related studies on this phenomenon. In this chapter stress related studies 
have been discussed under three groups. First group covers studies in which 
attempts have been made to assess differences in nature of stress among 
public and private sector professionals. Second part of the study covers 
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some American and It^ uropcan studies. The last pari includes studies 
pertaining to particular organizations and occupational groups. 
3.1 The Stress Studies Pertaining to Public Sector and Private 
Sector 
In India, a number of studies are available that have tried to assess the 
problem of job related stress. Pestonjee (1999). while analyzing stress 
among special occupational groups reviewed more than 15 studies on this 
subject. Many of these studies have used the occupational role stress (ORS) 
developed b> a team of researchers at Indian Institute of Management 
(IIM). Ahmcdabad ORS has evolved as a potent tool to scientifically 
assess the problem of stress in an organization. Some ORS-Scale (Pareek, 
1983) based studies are mentioned below. 
Sharma (1987) targeted managers and supervisors of public and private 
pharmaceutical organization for his study. His aim was to ascertain the role 
of motivational climate on four psychological variables - job satisfaction, 
participation, alienation and role stresses. In this study the MAO-C (Pareek. 
1989). S-D Inventory (Pestonjee. 1973). ORS Scale (Pareek. 1983c). 
Psychological Participation Index (Singh & Pestonjee. 1978) and 
Alienation Scale (Dutt and Kureshi. 1976) were administered on sample of 
150 respondents including 75 managers and 75 supervisors. 
fhc findings indicated that the employees of private sector organisation 
scored higher and significantly differed from those of public organization 
on inter role distance, role expectation conllict, role erosion, role isolation. 
personal inadequacy, and resource inadequacy. However, public sector 
employees scored higher on role stagnation. The study also found that 
supervisors of public sector organization scored significantly higher on role 
stagnation, role ambiguit\- and resource inadequacy than managers of 
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public sector organization. Further, managers in the pubhc sector scored 
significantly higher than supervisors of public sector on role erosion and 
role overload. The key explanatory variable of role stress was found in 
form of dependency climate in the public sector organization and control 
climate in the private sector organization. 
I his study concentrated on two pharmaceutical companies only. I he 
researcher, therefore, suggested the need to conduct similar research on 
other organization with a larger sample. The author concluded that to foster 
a more positive attitude among employees, the organizations should have a 
perfect blend of achievement, expert inlluence and affiliation. 
Ahmad, Bhardwaj and Narula (1985) conducted a survey o\' stress 
among executives. A group of 30 executives from each sectors (public and 
private) were compared on ten dimensions of role stress. Study revealed 
significant differences on three dimensions-namely. role isolation, role 
ambiguity and self-role distance. Background factors like age. education, 
income, experience and marital status of executives were found 
insignificant with role stress in both the groups. 
P.K. Jha and C. Bhardwaj (1989) carried out an empirical study of stress 
and motivations of the front line managers. 120 junior level managers were 
randomly selected from different organizations (public and private both). It 
was observed that private sector managers scored more than public sector 
managers on achievement need and total motivation factor. Service oriented 
managers scored high on all the needs and total motivations. Motivation 
and stress were positively co-related for managers in the private sector. 
Sehgal (1997) studied the effect of role stress on le\cl of involvement, the 
person has in the Job and alienation, and coping mechanisms used by 
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him/her to deal with stress. The study included 222 executives belonging to 
junior, middle and senior levels in a large public sector organization, it used 
a set ol" tour instruments - ORS scale (Pareek. 1983c). the job involvement 
scale (Kanungo. 1981), the Alienation Scale (Kureshi and Dutt, 1979) and 
Role PICS (Pareek. 1983). 
The study noted that the role erosion, resource inadequacy and inter-role 
distance were dominant contributors of role stress for the total sample. 
Junior and middle level executives scored lower on total ORS as compared 
to top-level executives. The analysis of the results indicated that the total 
ORS was co-related positively and significantly with despair 
(powerlessness), unstructured universe (normlessness). and ps>ehological 
vacuum (meaninglessness) variants of alienation. The study also 
established that the senior level executives experienced more role 
expectation conflict while middle level executives reported higher role 
stagnation and junior level executives experienced relatively higher role 
isolation and self-role distance. 
Dwivedi (1997) assessed the magnitude of trust, distrust and occupational 
role stress (ORS) to determine the extent of relationship among public and 
private sector organisation. The researcher also tested trust, distrust and 
ORS consistency across the Tow" and 'high' performance organizations. 
This study covered 55 executives from public sector and 62 executives 
from private sector. The ORS-Scale (Pareek. 1983c) and Trust-Distrust 
Industrial Scale (Dwivedi, 1995) were administered to the respondents. 
fhe study found that in high performance organization, stress levels were 
found to be low whereas in low performance organization, stress levels 
were reported to be high. The trust measures had positive impact on 
organizational performance whereas distrust and role stress variables had 
negative impact. The study also acknowledged that the trust, distrust and 
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role stress variables signillcantly differentiated the low performanee (Public 
Sector) and high performance (Private Sector) organizations. 
Pattanayak and Mishra (1997) carried out a comparative assessment of 
work organizations in old and new public sectors in relation to ORS and 
quality of worklife (QWL) as an index of organizational effectiveness. The 
study administered ORS scale (Pareek. 1983c) and Quality of Work life 
Scale (Jain, 1991) on 800 respondents from old and new public sector 
organizations. The sample was drawn from service and manufacturing units 
and executives and non-executives categories. The results showed that the 
significant differences were observed between the old and new public 
sector organizations on all the 10 dimensions of organizational role stress 
and total role stress. The study reported that executives and non-executives 
differed significantly on all ORS dimensions and total ORS. Further, the 
production and service employees differed significantly on all the sub-
scales of QWL and ORS. 
Pattanayak (2003) emphasized that to survive and excel in the new economy, 
the HRD climate is a matter of serious concern in Indian public sector 
organizations, tience, the researcher undertook a study on public sector 
executives and non-executives. The sample consisted of 800 employees from 
two public sector organization. The study explored the differences, if any, 
between the sub groups with regard to organizational role stress (ORS) and 
perception of quality of work life (QWL). This study also aimed at 
ascertaining the relative importance of QWL variables in explaining ORS. The 
findings revealed that there were significant differences between the 
executives oJThe old and new public sector organizations on a number of ORS 
as well as QWL dimensions on the findings. This study also proposed IIR 
solutions. 
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3.2 Studies Abroad 
Northwestern National Life Insurance, Minneapolis (1992) carried oul a 
survey in 1992 of nearly 1300 full time employees in a random sample of 
private companies in the United States. Among other tactors the level of 
hierarchy, income, occupation and gender factors emerged as a dominant 
stressor. The survey found that stress affects women more than men. 
Women exhibited greater tendency to report burnout, stress-related illness 
or even desire to resign from their jobs. The researchers suggested several 
reasons for this. Women were often paid less than men tor their work, even 
if they had same educational background. Organizations often lack coherent 
policies to respond to family issues. Single women with children, along 
with low-paid college graduates, are at highest risk of burnout. Some 50 
percent of single women with children reported burnout, compared to 31 
percent of married women with children. 
Institute of Management / University of Manchester Institute of 
Science & Technology (UMIST, 1999) conducted Quality of Working 
Life or QWL survey of a group of 5000 British managers (from director to 
.lunior managers). This study was related to the psychological implication 
of the Americanization of work in the United Kingdom. It was noticed that 
the changes toward downsizing, outsourcing, delaying and the like led to 
substantially increased job insecurity, lowered morale and erosion of 
motivation and. most important of all, loyally. Profitability and high rale of 
productivity have led to changes. The organization lost the right mix of 
human resource skill and experience. Study also found that 71% 
respondents reported that long working hours damaged their health. 86% 
reported that it adversely affected their relationship with their children. 
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while 79% felt that it damaged their relationship with their partner, and 
68% said that long hours reduced their productivity. 
Institute of Social Research (ISR, 1995) conducted a stress research on 
workers in European countries. Another study was conducted by. It 
covered 400 companies in 17 countries representing 8 million workers 
throughout Europe. The major problems identified in this study were that 
most European countries showed a substantial decline from 1985 to 1995 in 
perceived job security, showing the worst decline in employee satisfaction 
in terms of employment security, dropping from 70% who were satisfied 
(in terms of job security) in 1985 down to 48% by 1995. 
Hall (1986) carried out a survey among 532 managers in 36 Western 
Australian Organization. Largest group consisted of middle level managers. 
80% samples were under the 50 years of age. 
The study found the relationship between stress and illness. Managers 
under age of 30 felt bureaucratic interference. In addition one fourth of the 
\ounger managers expressed confusion regarding line of authority. Out of 
total respondents, 68% managers who worked between 41 and 60 hours a 
week felt pressure of the work. 
Schafer et ai (1998) undertook a longitudinal analysis of a model (K.J. 
Kiecolt. 1994) of effects of stress in marital interaction on change in 
depressive symptoms as mediated by unfavorable reflected appraisals, low 
competency, self-efficacy, and self-esteem. This study randomly selected 
98 married couples, interviewed in 1979 and 1992. Two marital interaction 
stressors were measured: inequity in marital relationship and role 
disagreement as a type of interpersonal difficulty. The data support the 
proposed model. Stressors in marital interaction were associated with 
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unfavorable reflected appraisals that have a direct effect on self-eftlcacy 
and an indirect effect on self-esteem. 
fhese studies highlight the importance of gender issues, downsizing, 
outsourcing, employment security and health & illness contributing to 
occupational stress in western countries. 
3.3 SECTORAL STUDIES 
This section covers studies of various sectors and occupational groups. Ihis 
review aims to evolve a comparative understanding regarding intensity and 
potential of stress in varied settings and work environments. 
3.3.1 Role Stress Among Insurance and Banking Professionals 
Pattanayak and Mishra (1997) carried out an extensive study on banking 
and insurance professionals. In this study organizational climate 
questionnaire (S. Singh. 1989). the job stress questionnaire and job strain 
Questionnaire (Singh. 1989) were administered on sample of 200 banking 
and insurance professionals (100 each from both). The main objective was 
to explore determinants of organizational climate, job stress and job strain 
among the employees in these service sectors. 
This study found a number of significant relationships among dilTercnt 
factors. Findings indicated that the significant differences were observed 
between banking and insurance employees with regard to role conflict and 
experience in inequity. Significant differences were also found between 
\ounger and older employees on the dimensions of experience in inequity 
and job difficulty and inadequacy of role authority. But no significant 
differences were found regarding organizational climate between insurance 
and banking sectors. It also observed that job strain due to latent hostility, 
depression and physical strain was found to be uniformly distributed in 
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both banking and insurance sectors. Older employees scored lower on all 
the three dimensions of Job strain as compared to younger employees. 
Ihe study highlighted the need of recruiting the right type of people for the 
jobs and attracting high-qualiHcd personnel with high compensation 
packages. 
Srivastava (1991) conducted a research study on the employees of Life 
Insurance Corporalion (LIC). This study covered a sample of 300 
employees at supervisory cadre of LIC. The study reported significant 
positive correlation of various dimensions of role stress with the symptoms 
of mental ill health. Stress arising from role ambiguity and role stagnation 
most intensively correlated with anxiety. However, regression analysis 
showed that the relationship of perceived role stress and mental health is 
not simple. It is moderated by various personal characteristics of the focal 
persons and the situational variables. 
Singh (1988) conducted a study to examine the modifying effects of coping 
strategies (avoidance and approach), which employees adopt to deal with 
their organizational role stress. The sample included 300 employees of 
supervisory cadre of Life Insurance Corporation (LIC) of India. The results 
indicated that employees" experienced stress due to various inadequacies in 
their job. This had an adverse effect on their mental health. Employees who 
experienced high role stress manifested more symptoms of free-Hoating 
anxiety, obsessive neurosis, neurotic depression, hysterical neurosis, phobic 
anxiety and somatic concomitants of anxiety. The fmdings also revealed 
that the avoidance coping strategy enhanced mental health, whereas the 
approach coping strategy alleviated the severity of mental health, further, 
the avoidance strategy adopted by the employees to deal with their 
organizational role stress enhanced the positive relationship between role 
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stress and menial ill health, whereas the approach mode of coping had a 
buffering effect on the relationship between role stress and mental ill 
health. 
Choudhary (1990) probed the relationship between role stress and job 
satisfaction among bank officers. A total 100 bank ofllcers were covered in 
the study. The study administered ORS scale (Pareek, 1983c) and 
hmployers" Satisfaclion Dissatisfaction Inventory (Pestonjec. 1973b). 
Statistical tools like critical ratio test and product moment coefficient of 
correlation were used 'ior analyzing the data. Results showed that role 
erosion and resource inadequacy were experienced as dominant whereas 
role ambiguity and role expectation conflict as remote contributors of role 
stress among bank officers. No significant differences were observed 
between the two age groups on role stress dimensions. The overall indices 
of role stress and job satisfaction were found to be negatively correlated in 
higher as well as lower age groups. 
3.3.2 Role Stress in Scientific Research Sector 
Roy (1997) undertook a study to examine the relationship between ORS 
and social support among scientists belonging to Indian Council of 
Agricultural Research (ICAR). The ORS Scale (Pareek, 1983c) and social 
support Scale (Roy 1997) were administered among 23 junior and 30 senior 
scientists. Results indicated that junior scientists scored higher and 
significantly differed from senior scientists on the dimensions of role 
stagnation, role erosion and resource inadequacy. While senior scientists 
scored higher on role overload as compared to junior scientists but no 
significant difference was found. This study opined that there is need for 
social support from seniors to their juniors. 
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3.3.3 Role Stress Among Administrative Services Professionals 
Parul Rishi, Bal Krishna Upadhyay & Arpita Solanki (2004) attempted t(^  
identify ditTerent coping strategies used by forest officers while facing 
multifarious role stressors. Thirty-four forest officers from Bhopal and 
surrounding areas participated in this study. The study utilized the subjective, 
objective and projective Role PICS (Pareek, 1983. b) techniques as per their 
suitability for extracting different types of information. 
The results suggested that there was a positive and significant relationship 
between stress, avoidance strategies and type A personality. Forest officers 
having type A personality experienced more role stress and used more 
avoidance-based strategies to cope with it. Overall, 23.5% of the sample was 
found to be experiencing a high stress and ineffective coping styles. 'I he stud\ 
identified work related stress, interference, forestry activity offences, support 
system, insufficient time for family, hectic tours / field visits and lack of 
autonomy and decision making power as factors for stress among Indian Ibrest 
ser\'ices officers. 
3.3.4 Role Stress Among Police Personnel 
Singhvi and Mathur (1997) conducted a study on Central Reserve Police 
Force (CRPF) officers. The sample consisted of 19 gazetted officers rank ol" 
Deputy Superintendent of Police (DSP) and 32 non-gazetted officers (12 
station and 20 non-station postings). The ORS Scale (Pareek, 1983a) was 
administered on the sample to assess the total stress as also specific role 
stressors causing stress. Statistical tools like mean, standard deviation, 
critical ratio test and rank order correlation were used to find out whether 
gazetted and non-gazetted officers differed significantly in their scores on 
job stress. The differences for station and non-station and non-gazetted 
officers were also probed. 
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Ihc study Ibund that role erosion and inter role distanee to be the most 
dominant whereas role ambiguity and role overload to be the least 
dominant contributors of role stress. It was found that non-static and non-
ga/etted oftlcers scored significantly higher on the entire role stress 
dimensions as compared to gazetted officers and static non-gazetted 
officers on all on all the ten dimensions of role stress as well as the total 
role stress. 
Talib (1999) conducted a study to explore the problem of role stress among 
police personnel. The sample comprised 178 police personnel belonging to 
two groups viz. civil police and provincial arms constabulaiy (PAC) from 
the Uttar Pradesh region. The ORS Scale (Pareek. 1983c) was administered 
to the sample population to assess overall role stress and ten different role 
stressors. Statistical techniques like t-test and ANOVA were used to find 
out the actual differences between civil police and regional para military 
organization i.e. PAC. 
The study found that the inter role distance, resource inadequacy and role 
erosion were the dominant stressors for the police personnel. More than 
42% respondents were found under either medium high or high stress zone. 
I'he study also revealed that there was no significant relationship between 
role stress and variables like age and educational background. Data analysis 
of subordinate and officers revealed that respondents at subordinate level 
scored significantly higher on total role stress than officers. The study 
found that role overload score was high in civil police personnel while PAC 
emerged as more stressed group. Inter role distance was figured as a most 
potent stressor for both groups. 
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3.3.5 Role Stress Among Air Traffic Controllers 
Mishra (1996) conducted a study to examine the nature of motivational 
climate, role stress and coping strategies among the air traftlc controllers 
(ATC's) and to investigate the relationship amongst these variables. It is 
quite surprising that in India, the problem of stress has not been suftlcientl} 
explored in the context of this highly stressful job. The sample included 
120 male air traffic controllers working at three major international airports 
of India. The three psychometric instruments-the MAO-C (Pareek, 1989). 
the ORS Scale (Pareek, 1983d)-were administered to the sample population 
to obtain data pertaining to motivational climates, role stresses and coping 
strategies respectively. Statistical techniques such as ANOVA, coefficients 
of correlation and stepwise multiple regression analysis were used to 
analyse the date. 
I'he overall motivational climate was perceived as strong in control and 
dependency dimension and weak in achievement and extension dimension 
by air traffic controllers. The study found inter role distance and resource 
adequacy to be the major reason for role stress. On the other hand, personal 
inadequacy and role ambiguity were found to be minor contributors oj'rolc 
stress, further the study observed significant differences among air traffic 
controllers with respect to their age, education, work experience, marital 
status and total monthly income regarding their motivational climate, role 
stress and coping strategies. As far as the coping strategies adopted by the 
air traffic controllers were concerned, it was found that defensive style was 
most frequently used coping style. It is important to note that the avoidance 
strategies were found to be more frequently used than approach strategies. 
The researcher emphasized the need of special training and more active role 
of spouses in management of stress among air traffic controllers. 
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3.3.6 Role Stress Among Information Technology Sector Professionals 
Aziz (2003) conducted a research study on inlbnnation tcchnologx (IT) 
sector professionals. This research study examined a particular type of 
stress i.e. 'organizational role stress" among IT professional. The sample 
size was 257. It consisted of 138 male and 119 female employees drawn 
from eight IT firms based in Delhi and the National Capital Region. I'he 
ORS Scale (Pareek. 1983c) was administered to the sample population to 
assess overall role stress and ten different role stressors. 
The study established that the information technology professionals were 
experiencing a fair amount of role stress. Further the study found that the 
role stressors that emerged as the top three contributors to overall 
organization role stress were resource inadequacy, role stagnation and inter 
role distance. Role ambiguity and role isolation emerged as a least 
contributor to IT sector professionals. 
3.3.7 Role Stress Among Working Women 
Srivastava & Srivastava (1985) observed that participation of women in 
higher education has increased their chances of joining the workibrce. 
Keeping in view the rapidly expanding concept of 'dual career couple" in 
the country, the researchers conducted a study to compare role stresses, 
marital adjustment, social relations and mental health of dual career and 
traditional couples. The sample comprised 40 dual career couple and 80 
traditional couples. A set of tools - the Role Stress Scale (Rizo et al.. 
1970). the Mental Health Questionnaire (O.N. Srivastava & V.K. Bhatt, 
1974). the Marital Adjustment Questionnaire (Bhatt and Guaba, 1978) and 
Measures of Social Relations (a subscale of the Employees" S-D Inventory 
by Peslonjee, 1973b) were used to the sample. Critical ratio lest was used to 
anahze the data. 
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The findings indicated that the two categories of couples dilTercd 
significantly in terms of the variables studied. For example, dual career 
husbands experienced more role conllicts and role ambiguities than 
traditional career husbands. Further, dual career couples experienced poorer 
marital adjustment and social relations which involved more obsessive, 
neurotic and hysteric traits and symptoms and more phobic and free 
floating anxiety as compared to traditional couples. The study opined that 
distress was also caused by the dual career husbands" loss of status and 
power associated with their wives bringing money into the family. 
Kaila (2004) conducted a study on women managers. This study discussed 
the responses of a qualitative survey on stress & health aspects of women 
managers and how they cope with work challenges. The data for the study 
was collected from 100 women managers using in depth interviews in and 
out of Mumbai from diverse organizations. 
The study found that the factors like clashes with superiors, competition, 
dual responsibilities, meeting deadlines, lack of support from others, 
handling different types of clients, long working hours, and internal politics 
between colleagues emerged as prevailing stressors among working 
managers. Further, the study suggested that there is need to introduce flexi 
work schedule. Creche facility and healthy work environment. 
After going through the literature review, it is quite clear that stress 
research is a popular field of enquiry among social science researchers. A 
number of studies have been carried out in varied settings and sectors in 
India and abroad. All aforementioned studies have highlighted dilTerent 
dimension of the stress across varied occupational groups, sectors and 
national settings. The studies have also proposed various coping strategies. 
This also hints at further exploration that is still required. 
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I'Or example the problem of stress has not been suffieiently researehed 
among insurance sector professionals, i'he researcher therefore felt the need 
to investigate this sector in depth. I he growing importance oJ" this sector 
from national standpoint necessitates focus on this sector. 
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4.1 The Problem 
Sen ices contribute lo more than 50% to India's GDP. Insurance industry is 
a key constituent of ser\ice sector in India. Insurance sector has recently 
been opened up for private sector. Pre\ious studies suggest that job in the 
service sector are more stressful than comparable jobs in other sectors. In 
fact, any job that involves interactions with people is likely to be more 
stressful than jobs that involve dealing with "things". 
The insurance industry is growing also at a rapid pace. The liberalization 
has created a major impetuous for change in this industry. \ he entire 
industry is in state of flux. The nationalized insurance sector till 1999 was 
operating under a protected environment. It had led to the development of 
specific work culture in the nationalized insurance sector. The opening of 
this sector to competition has created ripples of change. The existing work 
culture has been rendered inadequates. fhe new demands require gearing 
up the existing work culture. The transition phase is likely lo create more 
stress. Hence, this study is aimed at assessing the intensity and nature of 
stress in this sector. Scientific investigation shall provide reliable result. 
1 hesc results would then become for proposing strategies lo tackle stress in 
this growing sector of Indian economy. 
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4.2 Objective 
This study aims at understanding the phenomenon ol role stress among 
insurance sector professionals. Organizational membership world o\ er has 
been considered a potent source of stress lor individual. Various studies 
conducted earlier and quoted in literature review substantiate the lad that 
organizational roles have built in potential for conflict and stress. 
Ihis study aims to understand the nature and causes of role stress in 
insurance sector professionals. It then wishes to propose suitable remedies. 
Specifically, the study aims at; 
I. Investigating the nature and dynamics of role stress among insurance 
sector professionals. 
II. Identifying specific stressors causing stress in Indian insurance sector 
professionals. 
III. Compare and contrast the nature and dynamics of stress among 
insurance sector professionals vis-a-vis other occupational groups. 
IV. Exploring difference, if any. in the quantum and type of stress among 
two major segments of insurance sector. 
V. Exploring differences, if any. in the quantum and type of stress 
between different hierarchical levels. 
VI. Exploring differences, if any, in the quantum and type of stress among 
insurance professionals having different length of service, different 
age and different educational backgrounds. 
VII. To propose interventions for the use of individual, groups and also for 
the insurance sector as whole for overcoming this problem. 
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4.3 Hypothesis 
Different Null Hypotheses were framed on the basis of aforementioned 
objcetives. 
Hoi there is no differenee in nature and dynamics of role stress 
among insurance professionals viz. a viz. other occupational 
groups. 
Ho2 there is no difference in quantum and type of stress among 
respondents having different educational level. 
Ho3 there is no difference in quantum and type of stress among 
different hierarchical levels. 
Ho4 there is no difference in quantum and type of stress among 
respondents having different age groups. 
Ho5 there is no difference in quantum and type of stress between 
life and non-life insurance sector. 
Ho6 there is no difference in quantum and type of stress among 
respondents having varying length of service. 
4.4 Tool Used 
Pareek's (1983,a) Organizational Role Stress (ORS) has been used to 
measure respondents 'Role Stress' in the public sector insurance companies 
(Annexure-I). The original version (English Language) for top and middle 
le\el officers as well as Rajbhasha version, adopted and translated by 
(Talib, 1999) in doctoral study was administered among the respondents. 
The choice of the version depended on respondents' felicity with a 
particular language. This scale measures respondents" quantum of stress in 
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term of total ORS Scores. It also measures intensit)' of ten role stressors 
contributing to total ORS score. 
1 he ten role stressors arc: 
J. Inter Role Distance (IRD): "Connict between the Organizational 
and non-Organizational roles'". 
II. Role Stagnation (RS): "Feeling of being stuck in the same role". 
III. Role Expectation Conflict (REC): "Conflicting expectations or 
demands h\ the different role senders'" (i.e. 'significant" others who 
have expectation from the role). 
IV. Role Erosion (RE): "Feeling that functions that should belong to 
incumbent" s role are being transformed/performed or shared by 
other roles"'. It is a feeling of responsibility without power. 
V. Role Overload (RO): "Feeling that too much is expected from the 
role than what the occupant can cope with"". It has two aspects 
Quantitative Overload and Qualitative Overload. 
VI. Role Isolation (RI): " Lack of linkages of one's role with other 
roles in the organization. 
VII. Personal Inadequacy (PI): " Lack of knowledge, skills or 
adequacies preparation to be effective in a particular role". 
Vlll. Self-Role Distance (SRD): " Conflict of one's values and self-
concepts with the requirements of the Organizational role'". 
IX. Role Ambiguity (RA): "Lack of clarity about expectations of others 
from the role, or lack of feedback on how performance is regarded 
by others." It may be in relation to the activities, priorities, norms or 
general expectations. 
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X. Resource Inadequacy (RI); "Non-availability of rcsomces needed 
for effective role performance." 
Five open-ended questions were also administered among respondents. 
They were aimed at generating qualitative data for the studv. The data so 
generated was subjected to content analysis. It was aimed at understanding 
respondents" overall feeling of satisfaction / dissatisfaction with their job 
and profession. Besides the ORS questionnaire and open-ended questions, a 
bio-data questionnaire was also used. Employees" personal details 
facilitated analysis on the basis of age, hierarchical levels, length of service 
and educational level. 
Reliability of Test: The ORS scale has high level of reliability and 
validity as ascertained by Pareek (1983,e). Retest reliability of scale also 
has acceptable reliability value. Sen (1982) used ORS on the sample of 
500 bank employees and retest reliability co-efficient were found for 
total role stress (.73). Table 4.1 shows test-retest reliability of the ORS 
Scale. 
Table 4.1 Test-Retest Reliability of the ORS Scale 
S. No. Variables Coefficient Level of 
Significance 
o _ „ ~ 1 
2 
4 
5 
6 
7 
8 
Inter Role Distance (IRD) 
Self-Role Distance (SRD) 
Role Stagnation (RS) 
Role Ambiguity (RA) 
Role Overload (RO) 
Role Erosion (RE) 
Role Inadequacy (RI) 
Total Role Stress (ORS) 
0.58 
0.45 
0.63 
0.65 
0.53 
0.37 
0.58 
0.73 
.001 
.001 
.001 
.001 
.001 
.003 
.001 
.001 
Source Pareek, I983,c 
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• Scoring: The Organizational Role Stress (ORS) scaic is 5-point I.ikcrt 
type rating sealc having the scoring pattern as follows: 
o A score of '0" was assigned to an item if the respondent ne\er or 
rarely felt that way. 
o A score of 'T was assigned to an item if the respondent 
'occasionally" felt that way. 
o A score of'2" was assigned to an item if the respondent "sometimes" 
felt that way. 
o A score of "3" was assigned to an item if the respondent "frequently" 
felt that way. 
o A score of'4" was assigned to an item if the respondent "always" felt 
that way. 
As there are five statements for each of role stress dimensions, range of 
scores on each of stressors may var\ from a minimum of 0 to a 
maximum of 20 and the cumulative ORS score, may range from 0 to 
200. 
4.5 Sample 
The study covered 328 respondents from insurance industry. Respondents 
were selected on the basis of purposive judgmental sampling. Drawing of 
sample through random sampling procedure was desirable. Yet. even in 
pure experimental research, it is difficult proposition. I he survey was 
administered among five public sector insurance companies. Table 4.2 
shows list of the companies covered under this study. 
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Table 4.2 List of the Companies 
S. No. Name of the Company 
Life Insurance Sector 
1 Life Insurance Corporation (LlC) 
Non-Life Insurance Sector 
2. 
3. 
4. 
5. 
Oriental Insurance Company 
New India Assurance Company 
National Insurance Company 
United India Insurance Company 
Table 4.3 Summary of Respondents' Profile 
Categories 
Sub-
Catefjories 
Total No. of 
Respondents 
Sectoral 
Profile 
r 
229 
o 
1 
r 
99 
Hierarchy 
r 
o 
< 
rD 
-1 
113 
2 
a 
126 
c 
89 
Education 
Level 
O 
104 
o 
o 
si 
a 
n 
221 
Marital 
Status 
» 
a. 
322 
r. 
D 
3 
-! 
ro' 
06 
o 
5' 
CfQ 
51 
Spouse 
Status 
•y. 
c 
k 
o 
(JQ 
277 
X2 
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liase of selecting sample guided the decision to restrict the geographical 
area of study. Thus this research study included North-Central Zone (Ultar 
Pradesh Region) oILiCe Insurance Corporation (I.IC) and Northern /one ol 
non-life insurance companies. 
The study initially included 450 insurance sector professionals. The 
questionnaire was distributed among them. Out of the 352. filled 
questionnaire, only 328 questionnaires, fully or correctly (lllcd. were finally 
selected for analysis. Thus. 328 is the sample size of this study. Table 4.3 
shows the break up of the respondents profile across various sub-groups. 
4.6 Data Sources 
For this research stud), both primary and secondary data have been used. 
The north central zone of Life Insurance Corporation and North Zone of 
non life insurance companies have been selected for the purpose of primary 
data collection. For the secondar\ data sources, various studies covering 
insurance and banking sector were scanned. Business newspapers like 
Business Standard. Tconomic Times and Business Fines and business 
magazines and journals such as Business Foday. Business World. 
Hconomic & Political Weekly and IRDA journal were also perused. But a 
major part of data was collected from Maulana Azad Library of Aligarh 
Muslim University (AMU), seminar libraries of Department of Business 
Adfuinistration and Department of Psychology of Aligarh Muslim 
University. Beside ihese libraries, the library of Fata Institute of Social 
Sciences (TISS). Mumbai and National Institute of Rural Development 
(NIRD). 1 lyderabad were visited for this research study. 
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4.7 Statistical Analysis 
This research study used measures like mean and standard deviation (Sl^) 
for data analysis. The factors like age. total work experience, education. 
types of organization, and hierarchy were analysed in terms of overall ORS 
scores and ten role stressors. Statistical tools like t-test and analysis of 
variance (ANOVA) were used to ascertain the mean differences between 
two groups or three groups. The female sample, marital status and spouse 
status being very small in numbers were excluded from detailed analysis. 
Findings were tabulated separately for interpretation and discussion. 
Content analysis carried out for the analysis of open-ended questionnaire. 
Sometimes, respondents have different words for same feelings, different 
feelings for same cause. In open-ended section, researcher collected 
different statements and put similar statements into different heads Ibr ease 
analysis. Further, the frequency of the various factors were analysed on the 
basis of hierarchy. 
4.8 Limitations of the Study 
Social science research involves challenges because of variations in human 
behaviour. Respondents are often reluctant to share their true self. A key 
concern of the researcher is to unearth true feelings of respondents. 
Cooperation of respondents is. therefore, a key concern in a survey-based 
research. This was so in this study also. Lack of interest, excessive 
workload and other such causes were often a roadblock in getting 
respondent's cooperation. 
Respondents often have doubts about utility of such study. In this study 
also, a number of respondents felt that such studies hardly result in 
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betterment of their lot. Some respondents were apprehensi\e whether their 
officers would go through their responses. Lack of enough support from 
senior officers was aLso a constraint. 
Some of the respondents had genuine difficulty in understanding the wa) 
questionnaire was to be filled. A sincere effort was made to keep the Hindi 
version of the questionnaire as simple as possible for lower level officers. 
Some respondents were offered help to understand the questionnaire when 
the\ needed it. A few respondents refused to fill personal information 
section. They did not want to disclose their identity. 
Being a large-scale study, 6-7 months were spent for complete data 
collection. Respondents were personally contacted for this purpose, fhe 
lime lag and rapid changes that were taking place during that period might 
ha\c also influenced results. Macro environment prevailing at a specific 
time period influences the internal environment of the organization. This 
research was conducted at a time when there was general recession in the 
economy. During this period, insurance sector were recently opened up for 
private players. So employees in the public sector insurance companies 
were feeling tremendous pressure due to heightened competition. 
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"Not everything that matters can he measured" 
Albert Einstein 
There are three sectors in a country's economy, namely service sector, 
agriculture sector and manufacturing sector, livery sector has some tangible 
as well as intangible characteristics. These specific characteristics shape 
employees' mindset and working environment. This study had focused on 
Indian Insurance Industry. This study aimed at understanding the 
phenomenon of role stress in insurance industry. To evolve a deeper 
understanding, the findings were compared with the results of other similar 
studies conducted on various occupational groups. Ihis chapter has two 
sections - first part presents data analysis and discussion based on ORS-
Scale Questionnaire. The second part contains of content analysis of the 
responses of open-ended questions. 
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5.1 Analysis of ORS-Scale Questionnaire 
5.1.1 Organizational Role Stress (ORS) Scores for Insurance Sector 
Professionals 
I he study establishes that insuranee sector professional are experiencing 
Organizational Role Stress (ORS). The mean score for total ORS is 51.2. This 
is moderately high. This inference is drawn on the basis of norms proposed by 
Pestonjee (1992). who reviewed various Indian studies on this account. lie 
proposed following average scores for low. medium and high levels of ORS. 
The average scores are shown in Table: 5.1. 
Table 5.1 Average Score for ORS 
Stressors 
IRD 
RS 
RHC 
RE 
RO 
RI 
PI 
SRD 
RA 
Rin 
ORS 
Low 
2 
2 
2 
7 
1 
3 
2 
3 
] 
2 
25 
Median 
5 
5 
4 
9 
3 
6 
4 
5 
3 
5 
49 
High 
8 
8 
7 
12 
6 
9 
8 
9 
7 
8 
82 
Source Paiecls. U I'^ri 
As far as individual stressors arc concerned. Role lirosion (RI:) has 
emerged as the most potent stressor with a mean score ol~ 8.54. I'he 
Standard Deviation (SD) on this count is 3.75. This indicates that the 
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pioblcm IS not conllncd to some gioiips o\ individuals but is lallici 
vMdcspiLad A possibk icason foi high Rl max be iht lime ptiiod dLiiiiTj 
which piLsenl stud} was ninduclLd I he piLxaihng macio cn\ iionniLnt m iht 
iiisuianee stctoi slud\ nia\ have iiKdialed the iLsponses Mlti aehiL\mu a 
slead\ giowlh and expansion llie iiisuianee industi) is witnessing change 
I his secloi IS cxpeiiencing a sliK competition \\o\n pinate scctoi enliants 
Public sectoi insuiancc companies aie in the midst ol lesliuctuiing then 
opciation to letain then leading position As a lesult man_\ jobs aie becoming 
ledundant J his might explain the giowmg teclmg ot lole eiosion 
1 he 2 ' and 3'' most potent stiessois aie Intei Role Distance (IRD) and Role 
Isolation (RJ) v\ith a mean scoie of 6 61 and 5 60 lespectneh (1 able 5 2) 1 he 
slandaid deviation (SD) ol HID is 4 86 I his indicates some sections ol 
emplovees aie expeiiencmg the pioblem ol IRD moie than the test ol the 
empknecs Socio-cultural context is witnessing gradual change m iccent 
\eais 1 here is a tiend towatds nucleaiisation ot families In addition to 
vaiious social obligations an emplovec has to shoulder vaiious lamihal 
lesponsibilities NcLdecling oil the )ob duties cieatcs a leeling ol IRD 
Role Isolation (Rl) is the 3 ' potent sliessoi with a mean scoie ^ 60 I he SD 
value ot Rl is 3 47 1 he Rl emeiges when an emplovee who peilorms his/ hei 
duties sinceieK. does not gel enough assistance oi appieciation liom his / hei 
peeis suboidinates and seniors It creates a situation wherein an empiovee he 
alcelingol uncaicd loi and loneliness 1 his is rcleited to as role isolation 
Sell-Role Distance (SRD) has cmeigcd as touith impoitanl strcssoi It has a 
mean scoie ol "^  17 1 he nt)lewoithv lactoi is the high SD value le 4 01 It 
mdicales a wide vaiialion in scoies ol icspondcnts on this account A section 
ol einplovccs aie sulleiing heaviK on account ol this sliessoi Sell-iolc 
dislanee has been lepoilcd as a ma]0i sliessoi m Indi<in ORS sludics bv 
dilleienl icseaicheis such as Siivaslava (1 997)-public sector Oiganisalion S 
as 
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Table 5.2 ORS Scores For Insurance Sector Professionals 
N=328 
Stressors 
IRD 
RS 
REC 
RE 
RO 
RI 
PI 
SRD 
RA 
RIn 
ORS 
Mean 
6.61 
4.52 
4.05 
8.54 
3.62 
5.60 
5.58 
5.17 
2.93 
4.71 
51.2 
SD 
4.75 
3.98 
3.42 
3 75 
3.62 
3.47 
4.42 
4.01 
3.25 
4.07 
27.26 
Rank 
2 
1 
8 
1 
9 
3 
4 
5 
10 
6 
Low Stres.s 
N 
173 
238 
268 
102 
261 
204 
212 
224 
286 
236 
242 
% 
52,7 
72.6 
81.7 
31.1 
79.6 
62.2 
64.6 
68.3 
87.2 
72.0 
73.8 
Medium 
Stress 
N 
123 
83 
54 
193 
61 
112 
90 
90 
38 
79 
86 
% 
37.5 
25.3 
16.5 
58.8 
18.6 
34.1 
27.4 
27.4 
11.6 
24.1 
26.2 
lli<5h Stress 
N 
32 
7 
6 
J J 
6 
12 
26 
14 
4 
13 
0 
"A> 
98 
2.1 
1.8 
10.1 
1.8 
3.7 
7.9 
4.3 
1.2 
4 
0 
low Stress 0-6. Medium Stress 7-1 \ Hmh Stress M-20 
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Chart 5.1.a, ORS Scores for Insurance Sector 
Professionals 
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Chart 5.1.b, ORS Scores for Insurance Sector 
Professionals 
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Kumar (1989)-pLiblic sector executives. Ahmad, Bharadwaj and Nirula 
(1 985)-publie sector and private sector executives. This conflict surfaces when 
the role under consideration goes against role occupant's seir-concepl. 
Role overload (RO) followed by Role ambiguity (RA) have emerged as 
least contributor to overall organisational role stress. 
The dispersion of the data (table 5.1) helps to understand the nature of 
stress and its intensity in insurance sector professionals. For this purpose, 
respondents were divided into three broad categories according to the 
varying intensity of stress, i.e., 
• Low Stress Group (0-6) 
• Medium Stress Group (7-13) 
• High Stress Group (14-20) 
Table 5.3 High Medium Scores for Insurance Sector Professionals 
stressors 
IRD 
RS 
REC 
RE 
RO 
No. of 
Respondents 
in between 
10-13 Scores 
58 
31 
19 
99 
24 
% o f 
Respondents 
in between 
10-13 Scores 
47% 
37% 
28% 
51% 
39% 
Stressors 
RI 
PI 
SRD 
RA 
RIn 
No. of 
Respondents 
in between 
10-13.Scores 
31 
32 
33 
14 
31 
% of 
Respondents 
in between 
10-13 Scores 
28%, 
36% 
37% 
37%) 
39%) 
It is noteworthy that none of the respondents fall in the high stress category 
on the overall organisational stress score. Among individual stressors. 
substantial numbers of employees ha\ e reported high stress on the account 
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of f^ olc I'rosion (n^33). Inter Role Distance (n 32) and Personal 
Inadequacy (n=26). However, it is worth noting that a majority of 
employees have reported medium level of stress on Role llrosion (n 193) 
and Role Isolation (n^l 12). To fully understand the problem, the medium 
stress category was further divided to find out how many employees arc 
falling on the higher side of the medium stress category i.e. scores between 
10-13 (Table 5.3). 
This analysis indicates that role erosion (RE) and inter role distance (IRD) 
ha\c again emerged as potent stressor with a significant number of 
employees reporting moderately high score i.e., 99 (51%) and 58 (47%) 
consecutively on higher side of medium stress category. In common 
parlance, it has been an established fact that if some problem persists for a 
long time then it might get converted into a severe one. Not only intensity 
and quantum of stress but also time duration is significant factor for 
worsening the stressful situation. Organizations in this sector must take 
note of the conventional wisdom that 'prevention is belter than cure'. It is 
time to take remedial steps to prevent such employees moving to higher 
stress group. 
5.1.2 Role Stress in Insurance Sector Professionals vis-a-vis other 
Occupational Groups 
Comparison of ORS scores of the insurance sector employees obtained in 
this study with other studies carried out among varied occupational groups 
helps understand the magnitude and intensity of stress among insurance 
employees. Table 5.4 presents comparative ORS scores of Police ( Talib, P, 
1999); Public Sector Hxccutives (Khanna. B.B, 1997); Working Women 
(Mathur, S, 1997); Public Sector limplo\ees (Srivastava, A.K, 1997); and 
Air Iraffic Controller's (Mishra, P, 1996). 
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Table 5.4 Role Stress in Other Occupational Croups 
Research er "*" 
Occ uputional 
Groups — • 
S t r e s s o r 
IRD 
RS 
REC 
RE 
RO 
RI 
PI 
SRD 
RA 
Rln 
ORS 
M e a n 
SD 
Mean 
SD 
Mean 
SD 
Mean 
SD 
Mean 
SD 
Mean 
SD 
Mean 
SD 
Mean 
SD 
Mean 
SD 
Mean 
SD 
Mean 
SD 
Khanna 
Pub. Sec. 
Exec utives 
N=600 
5 3 9 
4 44 
5 53 
4 1 5 
4 66 
3 64 
9 69 
3 9 5 
4 09 
3 9 
5 38 
4 29 
5 17 
4 3 5 
5 44 
4 42 
3 9 
3 94 
5 36 
4 2 
5 6 . 6 6 
2 7 . 4 6 
Srivastava 
Pub. Sec. 
Employees 
N=48 
6 19 
4 49 
6 71 
4 74 
6 77 
3,82 
10 60 
4 05 
4 98 
3 99 
7 38 
3 7! 
6 75 
4 45 
7 92 
4 62 
4 17 
3 66 
7 65 
3 53 
6 9 . 1 0 
8 .54 
Mathi i r 
Working 
Women 
N=40() 
7 3 9 
4 69 
6 55 
3 52 
4 98 
3 36 
6 78 
3 89 
7 24 
4 38 
6 08 
3 47 
6 04 
3 86 
6 06 
3 72 
4 12 
3 57 
6 01 
4 02 
6 1 . 2 4 
2 8 . 0 5 
Present 
Study 
Insurance 
Sector 
N-328 
6 6 1 
4.75 
4 52 
3 98 
4 05 
3 42 
8 54 
3 75 
3 62 
3 62 
5.60 
3 47 
5 58 
4 42 
5.17 
4.01 
2 93 
3 25 
4.71 
4 07 
51.2 
27.26 
lalil) 
Police 
N=178 
12 04 
4 71 
9 51 
5 03 
8 67 
4 31 
10 76 
4 24 
7 35 
5 09 
10 03 
4 22 
6 98 
4 75 
8 37 
4 57 
7 70 
4 17 
1 1 06 
4 OS 
9 2 . 4 7 
2 9 . 8 8 
Mishra 
A. T. C. 
N=120 
12 89 
2 2 
1 1 96 
1 99 
7 89 
2 6 
1 1 27 
2 18 
1 1 7 
2 02 
8 82 
2 46 
5 12 
2 79 
10 02 
2 21 
5 39 
2 5 
12 61 
1 9 
9 7 . 9 7 
1 1.1 
S i . i i i n s k h m n i R B ( l ' W 7 ) S n v l s t l ^ J A k { I W 7 ) M ithur S {l 'J ' )7) I ilib P ( I W 9 ) M i s n I' k ( I W 6 ) 
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Table 5.4.a, A Comparative ORS Summary for nilferent Occupational Ciroups 
Researcher *" 
Occupational 
Groups —• 
1 Thi 
Stressor 
Mean 
SD 
Stressor 
Mean 
SD 
Stressor 
Mean 
SD 
1 
Stressor 
Mean 
SD 
i 
Mean 
SD 
Khanna 
Puh. 
Exec 
(N= 
Sec. 
utives 
600) 
Srivastava 
Pub. Sec. 
Employees 
(N=48) 
Mathiir 
Working 
Women 
(N-400) 
Present 
Study 
Insurance 
Sector 
(N=328) 
Talib 
Police 
(N-178) 
ree Leading Stressors (Rank Wise i.e. T', 2"' and 3"') 
RE 
9.69 
3.95 
RS 
5.53 
4.15 
SRD 
5.44 
4.42 
Leas 
RA 
3.9 
3.94 
56.66 
27.46 
RE 
10.60 
4.05 
SRD 
7.92 
4.62 
RI 
7.38 
3 71 
t Contribu 
RA 
4.17 
3.66 
Total ORS 
69.10 
8.54 
IRD 
7.39 
4.69 
RO 
7.24 
4.3 8 
RE 
6.78 
3 8 9 
ting Strej 
RA 
4.12 
3.57 
; Scores 
61.24 
2 8.05 
RE 
8.54 
3.75 
IRD 
6.6] 
4.75 
RI 
5.60 
3.47 
>sor 
RA 
2.93 
3.25 
51.2 
27.26 
IRD 
12.04 
4 71 
RIn 
1 1 06 
4.05 
RE 
10 76 
4 24 
PI 
6.98 
4 75 
92.47 
29.88 
Mishra 
A. T. C. 
(N 120) 
T 
IRD 
12 89 
2 2 
RIn 
12.61 
1.9 
RS 
1 1 96 
1 99 
RA 
5.39 
2 5 
97.97 
1 I.I 
S,«,K.s Klumna H H (IW7) Snunlau, I k (IW7j Mulhui S flW) lulih /' (1999, W,s,„ I' K (I996J 
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The analysis revealed the fact that the insurance professionals score 
comparatively low (51.2) on organizational role stress scale as compared to 
other occupational groups. The major share of hidian insurance industry is in 
the form of government controlled public sector companies. Public sector 
insurance companies in India have enjoyed a veiy long period of protected 
market. From the year 2000 onwards, the government of India has started 
changing the laws regarding insurance regulation in the country. The entry of 
foreign companies has created a ground for a competitive insurance market, 
fherefore the present low stress scores may turn into medium and high scores 
in the near future. 
In order to explore this issue further, the findings of the present study were 
compared with other similar group studies viz. Khanna's (1997) study on 
public sector executives and Srivastava's (1997) study on public sector 
employees. In the present study, ORS score is lowest among all other 
occupational group studies. While comparing with other public sector 
studies, there is variation in total ORS scores and individual stressors. For 
instance. Role Erosion (RE) has emerged as a most potent stressor for all 
three public sector respondents (Table 5.5.a). Common work culture and 
employees attitude in public sector companies might be responsible for this 
similarity. Interestingly, for women studies, role overload emerged as a 
second most potent stressor for working women. It reflects that the 
professional career of women is perceived as contributing to work 
overload. 
The discussion revealed that the nature of stress among public sector is 
somewhat similar. However, when these results arc compared with other 
sectors or occupational group, a different picture emerges. The nature and 
quantum of stress in these occupational groups is different. 
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Thus. Null Hypothesis. Ho I stating that there is no 
difference in the nature and quantum of stress among insurance sector 
professionals vis-a-vis other occupational groups is rejected. 
5.1.3 Analysis as per Education 
For the purpose of analysis on the basis of cdueation of respondents, the 
sample was divided into two groups: respondents having higher level of 
education (Group-A, n=22l) and respondents having lower level of 
education (Group-B, n-104). The group A consists of employees who are 
Post Graduates or having professional degree viz. Law, M.B.A. or 
Doctorate. The group B includes those who are Graduate / below or have 
some short-term diploma courses with their graduation degree. The sample 
for the analysis on the basis of education is 325 out of population of 328. 
Three respondents did not disclose their educational qualifications. 
I he analysis of stress of respondents on the basis of education reveals that 
respondents with limited educational exposer (i.e. Group-B) are 
experiencing high level of stress (56.75) than Group - A (48.67). The 
difference between two groups is significant on overall ORS. The 
significant differences are observed on specific role stressors as well. 
Significant differences are being observed on Role Expectation Confiict 
(t=3.177. p=.002), Role Erosion (t=2.241, p-02) . Role Isolafion (t=3.285, 
p^-.OOl), Self Role Distance (t=2.609. p=.01) and Resource Inadequacy 
(t 2.179, p=".02). Among them, stressors that are highly significant at .01 
level (lower limit of t-value is 2.59) are REC, RJ and SRJ). Other stressors 
which are significant at .02 level (lower limit o\' t-value is 2.34) are total 
ORS (t=2.501, p'.Ol) and RE. Resource Inadequacy has emerged 
comparatively less significant stressor at .05 level (lower limit of t-value is 
1.97). 
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able 5.5 ORS Scores for Different Educational Category 
- Significant at 0.05 (p<0.05), *>• Significant at 0.01 (p<O.OI) 
Chart 5.2 ORS Scores for Different Education Category 
elf 323 
Factors 
IRD 
RS 
REC 
RE 
RO 
RI 
PI 
SRD 
RA 
RJn 
ORS 
Educational Category 
Group-A,(N=221) 
Mean 
6.47 
4.41 
3.62 
8.20 
3.67 
5.17 
5.31 
4.76 
2.73 
4.41 
48.67 
SD 
4.573 
3.883 
3.376 
3.705 
3.711 
3.244 
4.365 
3.778 
3.346 
4.049 
26.961 
Rank 
2 
6 
8 
1 
7 
4 
3 
5 
9 
6 
Educational Category 
Group-B,(N=104) 
Mean 
6.89 
4.83 
4.90 
9.20 
3.48 
6.51 
6.13 
6.00 
3.34 
5.46 
56.75 
SD 
5.206 
4.234 
3.409 
3.832 
3.478 
3.814 
4.592 
4.426 
3.074 
4.055 
27.606 
Rank 
2 
8 
7 
1 
9 
3 
4 
5 
10 
6 
t-value 
0.753 
0.873 
3 j'7'7*=K 
2.241* 
0.447 
3.285** 
1.558 
2.609** 
1.556 
2.179* 
2.501** 
P-
value 
.45 
.38 
.002 
.02 
.65 
.001 
.12 
.01 
.12 
.03 
.01 
IRD RS REC RE RO R SRD RA RIn 
Stressors 
DHigher BJucation Category 0Lower Education Category 
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Let us understand the differences in scores of respondents on this account. 
In the present study, respondents" education has been divided into two 
groups viz. those who are both highly educated and possess relevant skills 
and those who have low levels of education and lacking in basic skills. 1 his 
particular phenomenon is called as skill based polarizaiion (.lex. 1998). 
This phenomenon has an important organization implication such as 
increase in organizational role stress. 
A total five stressors have been found signillcant as per educational profile 
of respondents. Among them. Role Expectation ConOict (RHC) is most 
significant at .01 level. Group B scored high on R£C than Group A. Group 
B respondents are comparatively less educated workforce. In absence of 
higher-level professional degree, these people are considered as non-
professionals. They might require more time for doing a task. This leads to 
accumulation of qualitative and quantitative workload by taking more time 
for a work in order to perform acceptable quality of work. This might 
generate dissatisfaction among role senders. Therefore, it has a potential of 
creating a role expectation conflict. 
Score on Role Isolation (Rl) are also signillcantly different for two groups. 
Role isolation arises when a person has a weak bond between his / her role 
and some other roles in the organization. Employees with limited 
educational background seek co-operation and assistance from their peers 
and senior staffs. If the required support is not available it creates a feeling 
of 'loneliness' among them. This type of situation creates role isolation. 
Scores on Self Role Distance (SRD) have also exhibited a significant 
difference for two educational categories. This type of stressor arises when 
the present role is against the self-concept of the role occupant. Most likcl>. 
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the match between organizational and employee values could impact 
perJbrmance in two ways. First, a mismatch in values may reduce 
motivation, which subsequently decreases performance. Second, a 
mismatch in values may lead an employee to direct his / her efforts in 
wrong direction. Without having any professional degree and specialization 
they are treated as 'Generalist Cadre Workforce'. This often results in 
situations where these employees are asked to perform various and diverse 
roles from time to time. This results in value conllicts. 
The fifth stressor on which significant differences have been found is 
Resource Inadequacy (RIn). Less educated workforce i.e. Group-B 
employees have a fewer opportunity for career advancement as compared 
to Group-A employees. The absence of systematic career growth, might 
contribute to the feeling of Tnferiority' among them. Since they have fewer 
chances of career growth. They also have limited opportunities to use 
organizational resources thus resulting in the feeling of resource 
inadequacy. 
The Null Hypothesis Ho 2 stating that there are no 
difference in quantum and type of stress among differerit educational levels 
is rejected for overall organizational role stress (ORS). In individual 
stressors category it is also rejected for Role Expectation Conflict (REC), 
Role Erosion (RE), Role Isolation (RI), Self Role Distance (SRD), and 
Resource Inadequacy (RIn). However it is accepted for Inter Role 
Distance, Role Stagnation. Role Overload, Personal Inadequacy and Role 
Ambiguity. 
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5.1.4 Analysis As Per Hierarchy 
For the purpose of analysis on the basis of hierarchy, the sample was 
divided into three groups: the lower management, middle management and 
top management (Table 5.6). There were 113 respondents in lower 
management category, 126 in middle management and 89 in top 
management category. The lower management category included High 
Grade Assistant (HGA) and Development Officer. Middle management 
category comprised Assistant Administrative Officer (AAO). 
Administrative Officer (AO) and Software Programmer. The Top 
management included Manager, Branch Manager. Assistant Divisional 
Manager (ADM), Divisional Manager (DM), Regional Manager (RM). 
Principal Training College and Zonal Manager. 
Analysis on the basis of hierarchy revealed no significant differences on 
overall ORS score. The mean scores on ORS for lower management (53.1) 
and middle management (52.9) were almost similar. Top management 
(46.6) scored relatively low on overall ORS Score. 
For constituent stressors the analysis revealed significant differences on 
Role Erosion (RE) and Role Isolation (RI). On the other stressors, no 
significant differences have been found. It is noteworthy that role erosion is 
not only significant but also has high scores in all individual stressors 
category among different hierarchical groups. The role erosion (Rl:) is 
significant at .001 level (F^7.354) while role isolation is significant at .03 
level (!•- 3.453). 
fhc emergence of Role Erosion (RE) as a potent stressor among 
hierarchical groups is understandable. Role erosion is experienced because 
100 
Chapter 5 Results and Discussion 
of a number of reasons. It occurs when some important I'unctions are 
transferred to some other role occupant. I his stressor also surfaces when an 
important post holder is transferred to a less important location or 
assignment. It arises in another situation as well when someone else takes 
the credit of a job being performed by role occupant. This creates a feeling 
of injustice and contributes to role erosion. Sometimes a role occupant may 
desires to contribute more in present job. A situation when employees are 
underutdized. it also creates a feeling of role eiosion. 
Another factor that emerged significant for different hierarchical group was 
Role Isolation (RI). This is essentially the extension and outcome of the 
role erosion stress. Role isolation arises when a role occupant feels a 
psychological difference between self-role and others roles in the same role 
set. Looked at another perspective when role linkages are weak, role 
isolation is high. The mean score for middle level employees (6.12) was 
higher than other two hierarchical groups (5.60 for lower management and 
4.87 for top management). 
Chart 5.3 ORS Scores for Different Hierarchical 
Groups 
IRD RS REC RE RO RI 
Stressors 
PI SRD RA RIn 
D Lower Management 0 Middle Management nTop Management 
It means that middle level employees were suffeiing most on this account 
Middle level manageis vvoik as connecting link betv\een upper and iowei 
))icn!rc)iica] JcvcLs. 
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Table 5.6 ORS Scores For Different Hierarchical Groups 
di 325 
Factors 
IRD 
RS 
REC 
RE 
RO 
RI 
PI 
SRD 
RA 
RIn 
ORS 
Lower 
Management 
(N=113) 
Mean 
5.88 
4.92 
4.08 
9.00 
3.88 
5.60 
6.21 
5.78 
3.43 
4.51 
53.10 
SD 
4.74 
4.02 
3.76 
3.48 
3.85 
3.54 
4.70 
3.90 
3.08 
4.11 
29.88 
Rank 
3 
6 
8 
1 
9 
5 
2 
4 
10 
7 
Middle 
Management 
(N=126) 
IVlean 
7.28 
4.69 
4.14 
9.02 
3.84 
6.12 
5.37 
4.93 
2.63 
4.91 
52.94 
SD 
4.78 
4.12 
3.56 
4.16 
3.74 
3.72 
4.66 
4.43 
3.55 
4.08 
26.14 
Rank 
2 
7 
8 
1 
9 
3 
4 
5 
10 
6 
Top Management 
(N=89) 
Mean 
6.57 
3.78 
3.89 
7.26 
2.99 
4.87 
5.08 
4.75 
2.70 
4.69 
46.60 
SD 
4.65 
3.68 
2.71 
3.15 
3.05 
2.85 
3.59 
3.45 
2.97 
4.02 
24.97 
Rank 
2 
7 
8 
1 
9 
4 
3 
5 
10 
6 
F-
value 
2.579 
2.256 
.150 
7.354 
1.901 
3.453 
1.881 
2.017 
2.115 
.288 
1.H06 
P-
valiie 
.077 
.106 
.861 
.001 
.151 
.033 
.154 
.135 
.122 
.750 
.166 
K Critical-3.031346 
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Lack of cooperation with superiors and subordinates and among peers 
contributes to role isolation stress. Striking thing observed in the context of 
employees of insurance sector was lack of team spirit especially in terms of 
relationship of trust amongst seniors and juniors. The junior level employees 
reported the attitude of their senior's non-cooperative. As a result they 
experienced a feeling of lack of coordination and loss of direction. 
It is pertinent to analyse variations in scores on other stressors as well. Role 
Overload (RO) was found least important for the different hierarchical groups. 
Its mean and SD value for lower management were 3.88 and 3.856. For middle 
management it was 3.84 and 3.743. It had lowest value for top management 
i.e. 2.99 and 3.051 respectively. It is noteworthy that standard deviation (SD) 
value has been found rather high in all three hierarchical categories for this 
stressor. This suggests that a section of employees in all three hierarchical 
groups have been experiencing high stress or this stressor. That suggests that a 
section of employees shoulder major share of work related responsibilities. 
Another stressor. Role Ambiguity (RA), is also a least contributor to stress. 
But middle management and top management SD values were higher than the 
mean scores. Findings with respect to role overload might explain this 
phenomenon as well. In a workforce, some employees are duty conscious and 
also have inability to say ''no". They may believe that their refusal might upset 
others. This group of employees is likely to experience role overload as well as 
role ambiguity on an ongoing basis. 
The Null Hypothesis Ho3 stating that there are no difference in 
quantum and type of stress among different hierarchical levels is refected for 
Role Erosion (RE) and Role Isolation (RI). However it is accepted for overall 
Organizational Role Stress, Inter Role Distance, Role Expectation Conflict, 
Role Stagnation, Role Overload, Personal Inadequacy, Self Role Dislanc 
Role Ambiguity and Resource Inadequacy. 
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5.1.5 Analysis as per Age 
1-or analysis on the basis of age of respondents, three groups were formed. 
First group included young respondents (between 22-34). In the middle age 
group comprised respondents between age group 35-47 years. Respondents 
between the age group 48 & above were placed in the older age group. 
The analysis on the basis of age shows significant (F"3.02 and p .050) 
difference in all three age groups (Table5.7) on total ORS scores. The 
younger employees (n=48) have been found most stressed group (ORS 
score of 54.67) as compared to middle (ORS score of 53.95) and higher age 
group employee (ORS score of 46.53). These three groups exhibit 
differences on standard de\iation (SD) scores as well. The SD score for 
higher age employees was rather high. This indicated that the problem ol' 
organizational role stress (ORS) was confined to a section of employees in 
high age category. The younger employees have reported high scores on 
Role Stagnation (RS) and Self Role Distance (SRD) also. As far as 
individual stressors are concerned. Role Stagnation (F^4.604, p^.Oll), 
Personal Inadequacy (F-7.966. p=.000) and Self Role Distance (F 7.325. 
p^.OOl) have been found significant for different age groups. A similar 
result was found in a study on public sector organization carried out by 
Srivastava (1997). Age has a significant bearing on role stagnation (RS), 
Self Role Distance (SRD). Resource Inadequacy (RIn) and total ORS. On 
the other hand, some e\ idence of the contrary has also been reported. A 
study on public sector by Khanna (1997) found negative relationship 
between age and organisational role stress. This difference of relationship 
between age and stress may be explained on the basis of time period of study, 
target group, organisation's work culture and types and nature of organization. 
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Table 5.7 ORS Scores For Different Age Groups 
Factors 
IRD 
RS 
REC 
RE 
RO 
RI 
PI 
SRD 
RA 
RIn 
ORS 
Age Group-I 
(N=48) 
Mean 
6.02 
5.42 
4.00 
8.92 
3.77 
6.17 
5.71 
6.98 
3.31 
4.38 
54.67 
SD 
4.71 
4.50 
3.59 
4.28 
3.37 
3.40 
4.24 
4.49 
3.30 
3.51 
26.13 
Rank 
4 
6 
8 
1 
9 
3 
5 
2 
10 
7 
Age Group-II 
(N-157) 
Mean 
6.82 
4.89 
4.19 
8.90 
3.93 
5.62 
6.47 
5.22 
3.14 
4.90 
53.95 
SD 
4.81 
4.05 
3.58 
3.50 
3.77 
3 36 
4.89 
3.64 
3.29 
4.16 
28.95 
Rank 
2 
7 
8 
1 
9 
4 
5 
10 
6 
(. 
Age Group-Ill 
(N-123) 
Mean 
6.57 
3.70 
3.89 
7.92 
3.18 
5.36 
4.39 
4.41 
2.50 
4.60 
46.53 
SD 
4.72 
3.54 
3.15 
3.79 
3.48 
3.63 
3.53 
4.07 
3.15 
4.17 
24.90 
Rank 
2 
8 
7 
1 
9 
^ J 
6 
5 
10 
4 
1 ?2^  
I-
valiic 
317 
4.604 
264 
2 693 
1 535 
941 
7.966 
7.325 
1 720 
384 
3.02 
P-
\aliic' 
.597 
.011 
.768 
069 
217 
.391 
.000 
.001 
.181 
.682 
.050 
F Critical = 1031346. Ai^e Ciioiip I 22-3-1 (iioiipll 35-^ Cioiiplll IH-6(I 
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Chart 5.4 ORS Scores for Different Age Groups 
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• Low Age Group g Middle Age Group D High Age Group 
Lower and middle age groups generally shoulder broader set of 
responsibilities like caring old parents, career growth, upbringing child and 
other societal duties. Age is something that creeps on us (Cartwright & 
Cooper. 1997). From mid 20s to 40 people move into their life's 
"establishment phase''. This stage represents a period when the need to 
achieve and prove oneself is often very strong. During this stage, people are 
hpically concerned with directing their energies toward securing their 
careers. It is also a time when many individuals are coping with the 
financial and emotional demands of raising family (Super, 1957). 
The mid life crises further aggravate the existing stress. Higher age group 
has also reported higher SD value on total ORS. It also indicates that some 
employees in the age group of 48 or more arc slill engaged in managing 
lamily problems. 
Among individual stressors, Role Stagnation (RS) has emerged as 
significant stressor It is a feeling of being stuck al the same position or 
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location for a long period of time. It results from lack of opportunity for 
career progression. Apart from management's policy on promotion, some 
employees prefer to stay at the same location for a long time due to family 
constraints. This is likclv to contribute to role stagnation, llcre. role 
stagnation is inversely related to age, the higher the age, the less is the level 
of role stagnation. Sen (1981) also concluded that advancement in age is 
correlated with decrease in role stagnation. 
Role overload has not emerged as a signiikant factor for different age 
groups. But noticeable variation has been found in higher age group. It is a 
pointer to the fact that some top managers are shouldering more than their 
fair share of responsibility. 
Significant differences have been reported on Personal Inadequacy (PI). 
Another study on Insurance and Banking sector professionals carried out by 
Pattanayak & Mishra (1997) had also reported significant differences between 
younger and older employees on experiences of inequity, job difficulty and 
inadequacy. A sense of inadequacy or powerlessness can be extremely 
stressful, Personal inadequacy is perceived as absence of competencies in the 
role occupant, required for effective role performance (Ivancevich. 1986). 
Among all three age groups the middle age (6.47) respondents have scored 
high on personal inadequacy than lower (5.71) and higher age group (4.39). 
Further investigation revealed that for lower age category, size of respondents 
is only 48. It is safe to conclude that in public sector insurance companies, the 
proportion of young employee is comparatively less. Most of the emploxee 
Hills in the age interval of 40-50. This study has also found thai (he a\erage 
age for lower, middle and top management category is 39yrs. 44yrs and 49 
years respectively. Respondents in the middle age of their life are required to 
balance organisational demands and other non-organisational demands. Past 
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reseaich confirms that with mcieasmg age people look lorward to slabilitv in 
their work (Sleepei 197:)) 
Another noteworth\ stiessoi !oi difleient age group eategoiy is Self Role 
Distance (SRD) llus stressoi is lound to be mvcisely telated to age It means 
that SRD decreases when people advance in age 1 he leeling ol sell-iolc 
distance develops when the piesent role goes against one s self-concept It is a 
situation of mismatch between the person and his job Often highei-level 
officers engage their >oung employees lor different purposes This might 
contribute to self-iole distance stiess 
The i\ull Hypothesis JIo-4 stating that theie is no cJif/eicnce in 
quantum and tvpe of stress among ptofessionals having difjeient age is 
I ejected for 01 ganizational I ole stress (ORS) role stagnation (RS) pei sonal 
inadequacy (PI) and self-iole distance (SRD) However it is accepted jor intei 
lole distance (IRD) lole expectation conflict (REC) role erosion (RE) lole 
o\eiload (RO) lole isolation (RJ) role an^biguity (R.A) and lesouice 
inadequacy (RIn) 
5.1.6 Analysis as per lype ot Organization 
I 01 analysis on the basis of types of organization two gioups have been 
selected on the basis ot nature of business l e life and non-life ihe total 
number of respondents in both categories is 328 Among them, 99 respondents 
weie non lite insuiance employees while the figure ot lite insurance 
lespondents weie 229 
1 he anal) SIS on the basis of type ot oigani/ation shows signillcant dittcicnces 
on toui indix idual stiessois vi/ Intci Role Distance (t-3 471 p 001) Role 
1 losion (t-2 449 p 01:)) Personal Inadequacy (t 2 121 p 035) and Sell 
Role Distance (t-3 025 p 003) 
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Table 5.8 ORS Scores for Life and Non-Life Insurance 
Sector Professionals 
dl M6 
Factor 
IRD 
RS 
REC 
RE 
RO 
RI 
PI 
SRI) 
RA 
RIn 
ORS 
Life Insurance Sector 
(N-229) 
Mean 
7.20 
4.33 
4.03 
8.21 
3.61 
5 49 
5.24 
4.74 
2.69 
4 63 
50.16 
SD 
4 884 
4 051 
3 306 
3.752 
3.533 
3 491 
4 375 
3 877 
3.206 
4.024 
26.136 
Rank 
2 
7 
8 
1 
9 
3 
4 
5 
10 
6 
Non-Life Sector 
(N=99) 
Mean 
5 24 
4 97 
4 09 
9 30 
3 67 
5 85 
6 36 
6 18 
3.48 
491 
53.85 
SD 
4 170 
3 813 
3 698 
3 666 
3 831 
3 430 
4 473 
4 173 
3312 
4 194 
29.683 
Rank 
5 
6 
8 
1 
9 
4 
2 
3 
10 
7 
t-value 
3.471** 
1 341 
136 
2 449** 
137 
850 
2 121* 
3 025** 
2.052* 
572 
1.126 
P-
value 
.001 
181 
892 
015 
891 
.396 
035 
003 
.041 
.568 
.261 
* Significant at 0.05 (p<0.05;), "" Significant at 0.01 (pO.OI) 
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Chart 5.5 ORS Scores for Life and Non-Life 
Insurance Sector Professionals 
IRD RS REC RE RO Rl PI SRD RA RIn 
Stressors 
nLife Insurance H Non-Life Insurance 
Non-life insurance sector professionals (53.85) have reported higher level 
of stress than life insurance professionals (50.16) on total ORS scores 
(Table 5.8). High SD value of total ORS for non life insurance 
professionals indicates that the problem of role stress is not widespread. It 
is rather specific. The researcher attempted explanation of this 
phenomenon. There are four non-life public sector insurance companies. 
These companies arc competing with each other. Achieving financial 
performance requires frequent adjustments. These changes create a certain 
amount of stress among employees. On the other hand. Life Insurance 
Corporation (LIC) is a single entity in life insurance segment. 
Among individual stressors, significant differences have been observed on 
Inter Role Distance (IRD). Role Erosion (RE). Personal Inadequacy (PI) 
and Self Role Distance (SRD). Life insurance employees reported higher 
level of stress than non life insurance employees on IRD. 
The high stress score for IRD for life insurance employees is worth 
discussing. The si^e of the LIC is rather big vis-a-vis non h'fe insurance 
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companies. So it might be difficult for LIC to pay attention to employees 
off the job problem. Numbers of branches in life insurance are also more as 
compared to non life insurance companies. On relocation, sometimes 
employee gets rural or semi urban branch. 1 his might come in the way of 
good education for their children in a city. While non life insurance 
companies have their branches mostly in a city or in industrial townships. 
Significant differences have been observed on Role Erosion (RE) as well. 
RE score of non-life insurance sector employees is more than that of life 
insurance employees. Few important positions are available in the non life 
insurance companies at district level branches. If an employee is transferred 
to some other less important location then it contribute to the feeling of 
Role Erosion among non life insurance professionals. This might have 
created a feeling of role erosion for the non-life insurance companies 
employees. 
Product profile of non-life insurance companies is diverse and varied. Often 
there are different laws for each insurable item. Gaining mastery over those 
items is a difficult task. This might explain higher score on Personal 
Inadequacy (PI) among the non life insurance sector professionals. l:xcessive 
rules and regulations for processing insurance claims create a feeling of 
frustration and helplessness among employees and customers both. This 
practice might contribute to personal inadequacy among employees. 
E.xcessive rules and regulations also require more time to perform routine 
functions. The tardiness of routine processing might retard quick learning 
on vital aspects among employees'. 
Scores on Self Role Distance (SRD) has also been significantly different 
between these two groups. Non life insurance sector professionals ha\e 
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particularly scored high on self-role distance. Non life insurance business 
varies from city to city and branch to branch, for a city, nature of business 
is different in commercial area, industrial area and residential area. So non 
life insurance employees may find it difficult to match their personal 
orientation with varied nature of tasks to be performed among non-life 
insurance sector. When present role goes against one's self concept then it 
creates a feeling of self-role distance. 
77?^  Null Hypothesis, Ho5, stating that there is no 
difference in quantum and type of stress among non-life and life insurance 
professionals is rejected for inter role distance (IRD), role erosion (RE), 
personal inadequacy (PI) and self-role distance (SRD). However, it is 
accepted for organizational role stress (ORS), role stagnation (RS), role 
expectation conflict (RFC), role overload (RO), role isolation (Rl), 
resource inadequacy (Rin) and role ambiguity (RA). 
5.1.7. Analysis as per Length of Service 
For analysis on the basis of length of service of respondents, three groups 
were formed: respondents having experience between 2-14 years (Group 1), 
respondents having length of service between 15-27 years (Group II) and 
respondents having length of service between 28-40 years (Group III). 
The analysis on the basis of length of service shows no significant (F"-^  1.483 
and p=.228) difference in all three groups (Table5.9) on total ORS scores. The 
less experienced group (2-14 Years) has scored high on overall ORS scores. 
Here, length of service is inversely related to overall organizational role stress 
(ORS) score. A study by Srilata (1988) on government sector employees found 
that managers with job tenure ol' 18-25 years of experiences perceived greater 
degree of role stress than those whose job tenure below or above this range. 
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Table 5.9 ORS Scores for Varying Length of Service 
Factors 
IRD 
RS 
REC 
RE 
RO 
Rl 
PI 
SRD 
IM 
RIn 
ORS 
Length of Ser\ice-I 
(N=84) 
Mean 
6.26 
4.96 
4.24 
8.37 
4.13 
6.00 
5.96 
5.68 
3.74 
4.50 
54.05 
SD 
4.81 
4.39 
3.55 
3.72 
4.09 
3.79 
4.86 
3.96 
3.53 
3.81 
29.88 
Rank 
2 
6 
8 
1 
9 
3 
4 
5 
10 
7 
Length of Service-
II(N=147) 
Mean 
6.8! 
4.76 
4.03 
8.73 
3.50 
5.51 
6.10 
5.29 
2.82 
4.81 
52.21 
SD 
4.8! 
4.00 
3.47 
3.75 
3.29 
3.24 
4.50 
3.96 
3.00 
4.24 
26.77 
Rank 
2 
7 
8 
1 
9 
4 
3 
5 
10 
6 
Length of Service-
Ill (N=97) 
Mean 
6.60 
3.78 
3.93 
8.21 
3.38 
5.39 
4.46 
4.56 
2.38 
4.75 
47.44 
SD 
4.66 
3.50 
3.24 
3.80 
3.64 
3.51 
3.70 
4.10 
3.26 
4.05 
25.43 
Rank 
2 
8 
7 
1 
9 
3 
6 
5 
10 
4 
dl 3 
F-
value 
.353 
2.455 
.191 
.582 
1.133 
,780 
4.486 
1.882 
4.125 
. 160 
1.483 
25 
P-
valuc 
.703 
.087 
.826 
.559 
.323 
.459 
.012 
.154 
.017 
.852 
.228 
r Critical = 3.031346. l.cni^lhofSovicel 2-1-1 Yeai.y II 15-27 Years. Ill 2H-10 Ycai s 
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I he present study also reports similar findings for managers with high and 
medium level of experience. However, it reported high level of stress for 
employees with lower level of experience as against Srilata's findings. 1 he 
individual stressors category, Personal Inadequacy (F-4.486. p .012) and 
Role Ambiguity (F=7.325, p=.001) have been found significant to different 
length of service category. 
Chart 5.6 ORS Scores for Different Length of 
Service 
IRD RS REC RE RO Rl 
Stressors 
SRD RA RIn 
n Low Experience Group B Middle Experience Group D High Experience Group 
A noticeable difference has been observed among more experienced group 
in respect of their scores on Role Overload (RO). In this case, the SD score 
is higher than the mean score. It suggests that some employees in the 
experienced group end up shouldering most of the job related 
responsibilities. As organization's dependability on them increases, the 
consequent work related burden also increases on them. 
Scores on Personal Inadequacy have also been noticeably different for 
respondents having varying length of service (It was too found significant 
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for employees of different age group). Respondents in the second group 
(15-27 years of experience) have scored high (6.10) on this account. At this 
stage, an employee gradually develops a feeling of "learning disability". 
This type of feeling might caused dear to organization. 
A significant relationship has also been found between Role Ambiguity 
(RA) and tenure of service. Role Ambiguity is inversely related to length of 
service. Role ambiguity arises when role related information is not very 
clear. The general economic climate of 90"s and after forced companies to 
resort to cost cutting measures. The cost cutting measures focused on 
keeping human resources cost to a minimum. This obviously changed the 
old recruitment pattern and created a situation of manpower shortage. To 
resolve this shortage, organizations gradually increased responsibilities on 
their younger or less experienced employees. Shouldering multifunctional 
responsibilities at a time causes feeling of role ambiguity. A study on 
middle level managers earned out by Srilata (1988), found significant 
correlation between role ambiguity and performance indicating that high 
role ambiguity adversely affects the overall performance. Schuler (1977) 
found similar evidence that role ambiguity had a more negative impact on 
job performance among those who lacked relevant job experience. 
The Null Hypothesis, Ho6, stating that there is no difference 
in quantum and type of stress among professionals having different length 
of service is rejected for personal inadequacy (PI) and role ambiguity (RA). 
However, it is accepted for total organisational role stress (ORS), inter role 
distance (IRD), role stagnation (RS), role expectation confict (REC). role 
erosion (RE), role overload (RO), role isolation (RI), self role distance 
(SRD), role ambiguity (RA) and resource inadequacy (RIn). 
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Ihe analysis & discussion presented above leads us to infer that 
respondents" with less education, having young age. who are part of lower 
hierarchy level and who have served the organization for limited length of 
service are more stressed than their counterparts. Such employees generally 
have limited internal resources to cope with role demands, than employees 
at higher levels. As they gain maturity coupled with added power and 
authority they develop greater internal strengths to negotiate Job stress. 
Often these abilities develop with age and experience. 
5.2 Results Based on Content Analysis 
Two questionnaires were administered in the present study, fhe llrst 
questionnaire, Organizational Role Stress (ORS) had close-ended questions 
wherein responses were to be indicated in terms of numbers only. This 
questionnaire yielded quantitative data and provided useful information 
regarding the intensity and level of stress. To supplement this quantitative 
data with qualitative information, an open-ended questionnaire was also 
used. The analysis of open-ended questionnaire has helped understand the 
exact cause and nature of the problem. The procedure of analysis included 
listing of various responses. Often the respondents used different words to 
express essentially the same feelings. The researcher then used his 
subjective assessment to club such response together and put them under 
broad categories. 
The open ended questionnaire consisted following five questions: 
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Question #1 What do you find most bothersome in your job? 
Question #2 What, in your opinion, is most bothersome for your 
colleagues at the same level as yours? 
Question #3 Please describe the last time you felt particularly 
uncomfortable in your job? 
Question #4 Please describe the last time you felt particularly happy in 
yourjob? 
Question #5 Would you like your children to be in the same profession 
as yours? Yes/ No. Specify reason: 
Analysis based on Responses of Question No. 1 & 2 
The first two questions aimed at assessing what employees find bothersome 
in their jobs. It explored this aspect from two angles. At times, respondents 
may not indicate a factor bothersome in their own context. However, they 
may have no inhibition in indicating a factor bothersome in the context of 
their colleagues. Respondents' responses indicated that, they have treated 
these questions as essentially same. Thus the responses have been tabulated 
together. 
The factors that emerged stressful have been summarized in table 5.10. 
This analysis helps pinpoint factors that cause stress among insurance 
professionals. Analysis has been carried out for three different hierarchical 
groups also. Total number of respondents in this analysis is less than the 
actual size because some respondents did not respond to open-ended 
questions. On the other hand, few respondents have mentioned more than 
one factor contributing to stress. The factors that found stressful in response 
to question 1 & 2 are discussed below. 
Chapter 5 Results and Discussion 
Table 5.10 Factors Found Bothersome 
Factors 
Office Politics 
Poor Interpersonal Relationship 
Work Load 
Promotional Issues 
Unnecessary Interference 
Transfer Policies 
Lack of Coordination 
Home Work Interface 
Reservation / Casteism/Discrimination 
Lack of Information 
Incompetency 
Decisions Without Consultation 
Assigned Tough Jobs 
Number of 
Responses 
(N=212) 
44 
32 
20 
18 
16 
14 
11 
II 
10 
10 
9 
9 
8 
"/, 
20.7 
15 
9.4 
8.5 
7.5 
6.6 
5.2 
5.2 
4.7 
4.7 
4.2 
4.2 
3.8 
Riink 
1 
2 
^ 
.) 
4 
5 
6 
7 
7 
8 
8 
9 
9 
10 
Office-Politics: Office politics is any behaviour that produces conflict and 
ill feeling in the work place by 'putting individuals and/or groups against 
one another or against the organization' (Ferris et ai. 1996). 
Office politics is broad category that covers various relationship issues. The 
issues related to office politics emerged as the most potent stressor for 
insurance professionals. As many as 20.7% of respondents mentioned it as 
a factor that they find most bothersome. It emerged as an issue of concern 
across the different hierarchical levels. Respondents at top and lower level 
find it more bothersome than those in the middle level of hierarchy. OlTice 
politics includes aspects like indiscipline, poor work culture, red tapism, 
inelfeetive grievance management systems and tendency to criticise 
seniors. Sometimes job related stressors might play a very important role in 
counterproductive behaviour such as misusing organization resources for 
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personal needs (Jex. 1998). Ideally Bureaucratic and hierarchical 
organization allows limited freedom at the workplace to their employees. In 
practice the employees form powerful groups, f'hey thus indulge in 
indisciplinary acts like leaving the workplace before scheduled time. 1 he 
hard working and sincere employees are often ridiculed. Such an 
environment has a dampening effect on conscientious employees. This 
creates a situation wherein sincere employees shoulder all the work related 
pressures. In previous section also this aspect has been highlighted. 
Table S.lO.a Factors Found Bothersome-Analysis Based 
on Hierarchy 
Factors 
Office Politics 
Poor Interpersonal 
Relationship 
Work Load 
Promotional Issues 
Unnecessary Interference 
Transfer Policies 
Lack of Coordination 
Home Work Interface 
Reservation / Casteism / 
Discrimination 
Lack of Information 
Incompetency 
Decisions Without 
Consultation 
Lower 
Management 
N 
(58) 
13 
8 
8 
8 
6 
0 
1 
2 
5 
1 
2 
Assigned Tough Jobs | 1 
% 
22 
14 
14 
14 
10 
-
2 
3 
9 
5 
2 
2 
R 
A 
N 
K 
1 
2 
2 
2 
3 
-
7 
6 
4 
5 
7 
6 
7 
Middle 
Management 
N 
(87) 
13 
16 
10 
9 
9 
8 
7 
1 
4 
0 
4 
% 
15 
18 
11 
4 
10 
10 
9 
8 
1 
5 
4 
-
5 
R 
A 
N 
K 
2 
I 
3 
8 
4 
4 
5 
6 
9 
7 
8 
-
7 
Top 
Management 
N 
(67) 
18 
8 
2 
7 
1 
5 
2 
2 
4 
J 
5 
7 
3 
% 
27 
12 
10 
2 
7 
3 
3 
6 
5 
7 
10 
5 
R 
A 
iN 
K 
1 
2 
7 
3 
8 
4 
7 
7 
5 
6 
4 
3 
6 
Chapter 5 Results and Discussion 
•> Poor Interpersonal Relationships: In the service organizations, a major 
part of an employee's time is spend in interacting with others. Issues related 
with relationship emerged as second most important stressor for insurance 
sector professionals. Employees at middle level are at the receiving end 
more often on this account. They are supposed to be a bridge between 
lower and top level employees. So they are affected most. The problems 
like unhealthy competition among peers, backbiting, and scapegoating are 
frequently sighted as cause of concern on this account. This is pointer 
towards a feeling of lack of trust and openness. Seniors, because of limited 
interaction, are not in a position to assess the needs and aspirations of 
subordinates. They often pronounce orders without taking into 
consideration ground realities. In addition, Levinson (1973) suggests that 
some abrasive people cause stress for others because they ignore the 
interpersonal aspects of feelings and sensibilities of social interaction. 
Achievement oriented individuals often no time to develop amiable 
working relationships. This might be an important source of interpersonal 
stress for others. 
••• Work Load: Workload occurs when expectations and activities exceed 
beyond what is reasonable or possible. It occurs when an employee is asked 
to perform tasks for which they believe they do not have necessary 
knowledge or skills. Heavy workload has the potential of lowering the 
workers self esteem because of their own perceived inefficiency (Edworthy. 
2000. p 27). Pressure to meet deadlines has been reported as an important 
source of stress. Working under time pressure to meet deadlines leads to 
quantitative overload (Narayanan, Menon, & Spector, 1999), which in turn 
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leads to stress and depression (Cooper & Roden, 1985; Kushnir & 
MeJamed, 199]). 
Workload emerged as the third most important eontributor to the job stress. 
I lowever, it is important to note that in the data analysis of ORS-Seale 
workload was placed at ?"' rank out of total ten stressors. The lower lex el 
employees seem to be affected most. On the other hand, only 3% top-level 
officers found workload stressful. Often lack of adequate support also 
contributes to stress. Quantitative workload decreases customer satisfaction 
in service sector organisation. So workload costs more to insurance sector 
organisations. 
For insurance professionals the workload is not evenly distributed 
throughout the year. The workload increases significantly at the time of 
financial closings. The month of March is particularly hectic as it the month 
of yearly closing. Besides, monthly and quarterly closing periods also 
create workload. Cooper (1984) also finds in a study that working with 
deadline is a major cause of concern for executives. 
•t* Promotion and Transfer Policies: Promotion and transfer are important 
tools to retain, reward and motivate emploNces. Promotion affects the 
career prospects of the employee. They have a motivational impact even in 
situations where an individual may believe that his/her job is secure. Issues 
related to advancement in one's career or promotions within the 
organisation are frequently cited as major sources of dissatisfaction and 
p.sychological strain (Jewell. 1998). 
In India, .lob security, flexibility in leave facility. acti\c role of trade unions 
to protect employees' rights, advantages associated with working near 
hometowns are some reasons why people choose public sector jobs. Most 
ol (lie cmplcnecs want postings near their hometowns. Many respondents 
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felt uncomfortable when they were transferred from their existing place of 
posting. Since transfer disturbs the social and family life of an employee. 
10% of the respondents in middle management reported transfer policies as 
a major contributor to stress. This factor has emerged as fourth major 
stressor for the middle management category, 'fhe average age of 
respondents in middle level is 48. This period is often marked by the mid 
life career crises. This period is characterised by several family related 
responsibilities of the employees. Concern related with higher education of 
their children, their marriage, job etc. are often to be settled at this stage of 
life. The transfer disturbs of established social networks. If transferred, the 
employees have to dismantle and disengage their current social network 
and build up the social network at the new work place and city. This factor 
affects children as well. Moreover, the social structure of the Indian society 
has undergone major change in the last couple of decades. Women are 
joining the workforce in increasing numbers. Employees with working 
spouse have to face additional problems. Transfer entails an additional 
pressure to explore job for the spouse at the new place. Often, the spouse 
has to compromise with her job and join lower level job at the new place or 
leave the job. Such a compromise may increase the financial burden on the 
family. Often the parents are left at the old place and the family shifts with 
the employee to the new posting. This increases family expenditure. If 
someone refuses transfer, this may create other problems. 
<• Reservation / Casteism / Discrimination: A major cause of concern is 
caste-based discrimination. All three hierarchical groups reported strain 
because of reservation, casteism and other forms of discrimination. As 
such, reservation is a part of government's affirmative action policy. Some 
respondents expressed resentment against this policy (through verbally 
onh). Another form ol" discrimination is favouritism. This was loo 
n ? 
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prevalent in the organisation. One of the respondent comments i.e. "credit 
of work done by me was given to some other person who was not at all 
involved in the work". 
*> Unnecessary Interference and lack of coordination: J he work 
environment in the public sector companies is characterised by some 
disturbance creating practices. For example, there are frequent unscheduled 
visits of unwanted persons who may be colleague's friends, relatives (not 
customer) and other departmental colleagues. They come and gossip with 
fellow employees. This has been reported to cause irritation. It hampers 
workflow as well. Both lower and middle level officers have reported this 
practice as bothersome. This is not a significant factor for the top-level 
officers because top-level officers have their own chambers for working 
and meefing people. A study of clerical employees in the United States 
(Oldham, 1985), found that employees experienced more difficulty in 
focussing on the task, felt less able to effectively communicate privately 
with others, and were generally less satisfied with an open-plan layout than 
with more traditional partitioned offices. 
Non-cooperation and unnecessary administrative interference have also 
emerged as major areas of concern. Excessive rules, paper work and 
regulations cause delay in the work. Some people appear immensely busy 
yet they actually achieve little. Further, they tend to waste other people's 
time. A large part of the day is spent in "hide and seek" type activities such 
as hunting for important papers. kc}s and vital phone numbers (Cartwright 
& Cooper. 1997). Disorganized individual always creates problem for 
others. Sometimes, over control and failed efforts to balance ethics and 
actual performance are also responsible for inducing strain among 
subordinates. Poor co-ordination may also cause indiscipline in the 
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organisation. Middle management officers reported it as major cause of 
stress. 
<• Home Work Interface: Managing the interface between the one's job and 
various roles and responsibilities off the job is a major cause of stress. 
Indian society puts emphasis on societal duties, participation in different 
social and religious occasions and festivals. It is important to actively 
participate to maintain social relationships. Inability to participate and 
maintain social relationships puts people under stress. Respondents claimed 
that they had no time for home and other social activities, fhis factor has 
already been discussed in detail in previous section under inter Role 
Distance'. 
*•• Lack of Information & Incompetence: On the basis of analysis of results 
obtained through ORS scale. Personal Inadequacy (PI) emerged as a 
dominant stressor for insurance sector professionals. Personal Inadequacy 
arises when the role occupant feels that he does not have enough 
knowledge, skills, or training for performing the assigned role effectively. 
On the basis of analysis of open-ended questionnaire, also a feeling of 
incompetence at work emerged as bothersome for insurance sector 
employees. This factor is directly or indirectly related to employee's 
training needs, a respondent expressed this concern by pointing out an 
incident "when deleted a data directory unknowingly by using a wrong 
command". The use of electronic devices is on the rising in this sector. 
There have been number of IT related initiatives. As a result host of jobs 
that were previously performed manually arc now being performed using 
computer, litis necessitates updation of these specific skills among the 
employees. A minor slip or a mistake might have disastrous consequences. 
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Therefore it is imperative that these employees are systematical!}' groomed 
to acquire needed skills. 
Some of the employees have mentioned lack of availability of relevant 
information as cause of concern. One of the respondent stated that non-
availability of updated information and unorganized records causes delay in 
work and discourages performer. The insurance industry is undergoing a 
state of transformation. The employees are required to respond quickly in 
the changed scenario. Availability of relevant information cither in the form 
of traditional file management system or electronic form is a crucial input 
for speedy decision-making. To ensure this, the organization needs to make 
a conscious attempts to ensure the availability of relevant information. In 
fact during transition phase it is imperative that manual as also electronic 
data sources are updated simultaneously. If this job is not taken in right 
earnest this might contribute to strain. 
••• Decision Without Consultation: Participative decision-making is an 
organizational form of decision making in which those who are responsible 
for carrying out decisions have some input into their formulation (Lowin. 
1 968). Participative decision-making is ensured in organizations through 
instruments like committees, quality circles etc. Wanger (1994) argued that 
genuine participative decision-making presupposes prior consultation of 
supervisors with subordinates before taking major decisions. Decision 
without consultation contributes to a "psychological detachment" from 
work, f his factor emerged as a 3'^ '^  most potent stressor for employees at top 
level. A top-level employee stated that colleagues are much concerned they 
should be consulted before taking decision on the basis of their rich 
experiences. Another employee at top level vehemently stated an incident 
when a job pending for years was assigned without consulting him and 
o\ernight success was expected without giving him sufficient time. 
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Analysis based on Responses of Question No. 3 
Ihis question asked the respondent to reeall the situation from the recent 
past when they feU uncomtbrtahle in their job. I'abic 5.1 1 presents analysis 
of employees" responses. Se\en stressors ha\e frequently been highlighted 
as causing discomfort to employees. Among them. Human Resource 
Policies have emerged as most potent stressor. 
Table 5.11 Factors Causing Discomfort 
Factors 
HR Policies 
improper Behaviour of Seniors 
Transfers Away From Home State 
Lack of Recognition 
Union Issues 
Enforcement of Unwanted 
Responsibilities 
Deadlines 
Number of 
Responses 
(N=105) 
45 
18 
11 
9 
8 
7 
7 
y„ 
42.9 
17.1 
10.5 
8.5 
7.6 
6.7 
6.7 
Rank 
1 
2 
3 
4 
5 
6 
6 
Human Resource Policies: HR policies especially those related with 
promotions ha\e emerged as potent contributor to discomfort among 
employees. Promotion linked transfers, promotion on the basis of seniority, 
transfers, transfers outside division or zone, impact of industrial relations 
practices on promotion and limited say of employees in such matters have 
led to employees feeling uncomfortable on this account. In this regard one 
contentious issue is related with overpromotion (on the basis of 
reservation), of certain group of employees because of policy of 
reservation-linked promotion. Overpromotion and undcrpromotion can 
have serious detrimental effects on individual well-being and satisfaction 
le\cls (Cooper. Dewc & 0"Driscoll, 2001). l-mployces in middle & lower 
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hierarchical group appear to suffer more on account of this stressor in 
comparison to top management. 
Some women emplovees sighted gender based discrimination in transfers 
as a cause of concern. Kaila (2004) conducted a study on women managers 
in the city of Mumbai. The gender-based discrimination was sighted as a 
source of stress among women managers. 
*X* Improper Behaviour of Superiors: Dissatisfaction with the behaviour of 
the superiors has emerged as a major cause of stress. A total of one-sixth 
(17.1) respondents expressed resentment on this count. Lower management 
respondents (i.e. 23%) suffered more on account of this stressor than other 
hierarchical groups. Some higher-level officers exhibited less than expected 
behaviour on this account. Some of them do not observe basic niceties 
while dealing with subordinates. This naturally makes subordinates 
unhappy. At times, superiors observe double standards in dealing with their 
subordinates. For example, one respondent stated, "for the same cause 1 
was punished more than the other fellows". 
*X* Lack of Recognition: Lack of recognition for work done as emerged as an 
important stressor especially among respondents in the lower management 
category. It may be noted that many of employees in the lower management 
are young and have been recently recruited. Some of them have Post 
Graduation degree professional degrees like Law/ M.B.A./ Banking diploma 
etc. on contrary, higher-level officers who are mostly aged have only Graduate 
degree and only few of them have Post Graduate degree. This creates a 
potential of conflict among junior and senior level employees. The better-
educated lower level personnel seek recognition from their seniors. Some of 
them may feel stilled working under less educated seniors. Ihis type of 
inequality may create a feeling of stress among cmplo\ees. 
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Table 5.1 l.a Factors Causing Discomfort-Analysis Based on Hierarchy 
Factors 
HR Policies 
Improper Behaviour of 
Seniors 
Transfers Away From 
Home Stale 
Lack of Recognition 
Union Issues 
Enforcement of Unwanted 
Responsibilities 
Deadlines 
Lower 
Management 
N 
16 
8 
4 
4 
0 
1 
2 
"/o 
46 
23 
11 
11 
-
J 
6 
K 
A 
N 
K 
J 
2 
3 
3 
5 
4 
Middle 
IManagement 
N 
(.10) 
18 
6 
2 
5 
2 
4 
% 
45 
15 
8 
5 
12 
5 
10 
R 
A 
N 
K 
7 
2 
5 
6 
3 
6 
¥ 
Top 
Management 
N 
("^0) 
11 
4 
4 
n J 
3 
4 
1 
"/,. 
37 
13 
13 
10 
10 
13 
4 
R 
A 
N 
K 
7 
2 
2 
3 
3 
2 
4 
Union Issues: Unions are formed to promote workers" interests and rights. 
It is obvious that unions would fight for rights of employees. Ihe presence 
of unions often makes management fear that their hands will be tied when it 
comes to making decisions about unionized workforce (Beehr, 1995). 
Active presence of union has different effects in different organizations. In 
this study employees at top and middle level have both rated 'unions' as 
uncomfortable. Respondents in Middle management category find it more 
bothersome than top management. One ol' the respondent stated that 
because of protective cover of unions, some employees feel that their jobs 
arc secure even when they do not work sincerely. Hxpressing similar 
sentiments one of the respondent stated that class II and III unions always 
put under pressure in day-to-day working. 
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Analysis based on Responses of Question No. 4 
This question asked the respondents to recall the occasion from the recent past 
when they feh particularly happy in their job. Table 5.12 presents analysis of 
employees" responses. A total of five factors have emerged important in this 
regard. Among them, promotion has emerged as key factor contributing a 
feeling of happiness among employees. 
There is growing evidence that a perceived lack of promotional 
opportunities and lack of progress in one's career represent primary sources 
of the job dissatisfaction (Rabinowitz et al.. 1983). Almost one third of the 
respondents have cited promotion as a happ}' occasion. Analysis, based on 
hierarchical level revealed that a total 43% of respondents at middle level 
felt particularly happy when they got promotion. 
Successful completion of new assignment in time has also been reported as 
a happy occasion. A total of 34% of respondents at lower management 
category stated it as happiest occasion. 
A total of one sixth of respondents have indicated support and recognition 
from seniors as a happy occasion. An in employee lower management 
category stated that all felt happy when employees were given credit for 
achieving 137% growth in premium income by the chairman. 
Table 5.12 Factors Causing Happiness 
Factors 
Promotion 
Successful Completion of New Assignment 
Support and Recognition from Seniors 
Return to Favourable Place & Positions 
Recognition 
Number of 
Responses 
(N=157) 
54 
39 
27 
20 
17 
% 
34 
25 
17 
13 
11 
Rank 
1 
2 
3 
4 
5 
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Table 5.12.a Factors Causing Happiness-Hierarchy Wise Analysis 
Factors 
Promotion 
Successful Completion of 
New Assignment 
Support and Recognition 
from Seniors 
Getting Desired Posting 
Recognition 
Lower 
Management 
N 
(47) 
13 
16 
9 
5 
4 
% 
27 
34 
19 
11 
9 
R 
A 
N 
K 
2 
1 
3 
4 
5 
Middle 
IVlanagement 
N 
(60) 
26 
14 
11 
1 
J 
6 
% 
43 
24 
18 
5 
10 
R 
A 
N 
K 
1 
2 
3 
5 
4 
Top 
Management 
N 
(>()) 
15 
9 
7 
12 
7 
"/« 
30 
18 
14 
24 
14 
R 
A 
N 
K 
I 
3 
4 
2 
4 
Support and recognition from seniors pays off in terms of better 
performance. It also leads to increased job satisfaction and feeling of 
affiliation among employees. A significant number of respondents among 
top management professionals felt happy when they returned to their 
hometowns or favourable place. The respondents in this age group look 
forward to stability in their life. Therefore they have sighted this as factor 
contributing to a feeling of happiness. 
• Analysis based on Responses of Question No. 5 
The questionnaire no. 5 asked the respondents whether they would like 
their children also to be in same profession. It was an indirect way of 
ascertaining respondents' feeling about their job. It was presumed that if the 
respondent's response was positive it may be indicative of their favourable 
disposition towards their jobs. Responses indicated that many respondents 
arc not favourably disposed towards their jobs. 
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The analysis of this question indicated that 42% of the respondent would 
not like their children to be in the same profession. While 36% would like 
their children to be in the same profession as theirs. Remaining respondents 
indicated that they would like their children to decide their profession on 
their own. 
The hierarchy wise analysis revealed that respondents in middle 
management are relatively more favourably disposed towards their children 
joining the same profession as compared to the respondents to top 
management and lower management category. It indicates that respondents 
at the middle management are relatively more satisfied with their 
professions while the respondents at the lower management are least 
inclined towards their children joining the same profession. 
Table 5.13 Opinion About Children's Career 
Factors 
Would like the children to choose the same profession 
Would not like the children to choose the same profession 
It shall let children decide their profession 
Number 
of 
Responses 
(N=I88) 
68 
80 
40 
"/« 
36.2 
42.6 
21.2 
There is a need to explore this issue further. It may also be interesting to 
study how this fa\ourable / unfavourable attitude towards one's job 
contribute to job related stress. 
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Table 5.13.a Opinion About Children's Career - Analysis based 
on Hierarchy 
Factors 
Would like the children to 
choose the same profession 
Would not like the children to 
choose the same profession 
It shall let children decide 
their profession 
Lower 
Manaoenient 
N 
(59) 
16 
30 
13 
% 
27 
51 
22 
R 
A 
N 
K 
2 
1 
3 
Middle 
Management 
N 
(79) 
34 
31 
14 
% 
43 
39 
18 
R 
A 
N 
K 
1 
2 
3 
Top 
Mana^emenf 
N 
(50) 
18 
19 
13 
% 
36 
38 
26 
A 
N 
K 
2 
1 
3 
On the basis of these findings, it may be infeired that insurance industry 
professionals are facing a fair amount of stress. Findings of this study 
helped us identify key stressors contributing to stress in insurance sector. 
However, a comparison of the findings with other sectors suggests that the 
problem is not as grave as in some other sectors. 
Nevertheless, a significant number of respondents are at a level from where 
they may slip into highly stressed category. It is therefore imperative that 
timely interventions are initiated lest this becomes grave. The next chapter 
i.e. management of stress presents various coping strategies for insurance 
sector professionals. 
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Management of Stress 
"Stress is an eveiyday occurrence for all of us. However, many of us do not 
acknowledge that we have stress in our lives, and oftentimes this belief interferes 
in our coping with stress " 
T.A. Beeltr 
6.1 Precis of Findings 
In previous chapter, an analysis of Quantitative and Qualitative data was 
presented. Findings of the study bring out that insurance sector 
professionals are facing a fair amount of organizational role stress (ORS). 
The total organizational role stress scores have shown similarity with other 
related studies. The stressors that have emerged important for insurance 
sector are Role Erosion. Inter Role Distance and Role Isolation (Table 6.1). 
A separate analysis was carried out to establish linkages on Organizational 
Role Stress (ORS) among different sub groups. Summary results for 
different sub groups viz. education, hierarchy, age, types of organization 
and length of service are as follows: 
Findings as per Educational Profile 
• The overall ORS was found significant for respondents with 
different educational profile. 
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• Employees with lower education background were found more 
stressed than their counterpart. 
• Role Erosion emerged as most potent stressor for employees 
with less and high educational background. Score on Role 
Erosion was highest for respondents having lower level of 
education. 
• Other significant stressors were Role Expectancy Conllict. Role 
Isolation. Self Role Distance and Resource Inadequacy. 
Findings as per Hierarchy 
• Employees at lower level were found more stressed than other 
two hierarchical groups. 
• Among individual stressors, Role Erosion and Role Isolation 
emerged as significant stressor. 
Findings as per Age 
• Age of respondents is inversely related to overall ORS scores. 
Employees at younger age scored high on overall ORS. While 
employees at older age reported comparatively low score on 
overall ORS. 
• Results established significant differences for total ORS scores 
for respondents belonging to different age profile. 
• Role Stagnation, Personal Inadequacy and Self Role Distance 
emerged as significant stressor for respondents of different age 
profile. 
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Findings As Per Type of Organization 
• Non-life insurance sector professionals have reported higher 
level of stress than life insurance professionals on total ORS 
scores. 
• Stressors like Inter Roic Distance. Role Erosion, Personal 
Inadequacy and Self Role Distance have shown significant 
differences between their two groups of respondents. 
Findings As Per Length of Service 
• Length of service is inversely related to overall ORS score. 
• Stressors like Personal Inadequacy and Role Ambiguity have 
shown significant differences for employees" having varying 
length of service. 
Table 6.1 Leading Stressors Summary for Insurance Sector 
Professionals 
Stressors 
RE 
IRD 
RI 
ORS 
Mean 
8.54 
6.61 
5.60 
51.2 
SD 
3.75 
4.75 
.3.47 
27.2 
Rank 
1 
2 
3 
Low Stress 
N 
102 
173 
204 
242 
"/» 
31.1 
52.7 
62.2 
73.8 
Medium 
Stress 
N 
193 
123 
112 
86 
% 
58.8 
37.5 
34.1 
26.2 
High Stress 
N 
33 
32 
12 
0 
"/> 
10.1 
9.8 
3.7 
0 
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The analysis of open-ended questionnaire corroborated the findings ol'ORS 
Scale. However, on certain account it did not Hilly corroborate the llndings 
of results obtained through ORS Scale. I'or example, the role o\erload 
(RO) emerged a least contributor to stress as per ORS Scale. But in open-
ended questionnaire analysis, workload emerged as most potent stressor as 
evident from the responses of questions number one and two. 
6.2 Economic Fallouts of Stress 
According to World Health Organisation (WHO), health is a state of 
complete physical, mental and social well-being and not merely the absence 
of disease. 
World Health Organisation (WHO) predicts that by 2020 depression is 
expected to emerge as the second largest global factor contributing to 
increase in the number of unproductive years in an individual's life (E'f. 
2001). Although it is difficult to estimate the actual cost of stress, there are 
established grounds to infer that stress is costly. Therefore it needs to be 
managed. The finding of this study also indicates the necessity of 
introducing stress management interventions among insurance sector 
professionals. 
6.3 Management of Stress 
There are two aspects of the management of stress in any organization. One 
is the individual effort of the employees to manage stress at personal level. 
This effort on the part of an employee to manage stress at individual level is 
called coping. The second and perhaps, more important aspect is the effort 
of the organization to manage stress among its employees. I hesc 
organizational efforts are called 'organizational interventions" or 'stress 
management interventions". Both coping and organizational interventions 
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arc equally important for the successful management of stress in any 
organizational setting. 
6.3.1 Coping with Organizational Role Stress 
Research in the field of stress illustrates the growing belieithat coping is a 
fundamental element in the relationship between stressors and strain 
(Oakland & Ostell, 1996). Like the concept of stress, coping also has been 
viewed differently by different thinkers. It has been explained as a 
psychoanalytic process; as a personal trait, style, or disposition; as a 
description of situationally specific strategies; and as a process. 
Traditionally, coping was conceptualised as a stable trait or some enduring 
behaviour or characteristics of the person (Stone et al., 1991). 
Transactional theoiy views coping as thoughts and actions that are initiated 
in response to specific encounter and that change over time as efforts are 
reappraised and outcomes are evaluated. This implies a dynamic interaction 
between the person and the environment (Dewe & Guest, 1990). The word 
coping has been used mainly with two purposes - ways of dealing with 
stress and the effort to 'master" conditions of harm, threat or challenge. 
l£\ery continuum has two opposite extremes. A phenomenon can have 
shades of positive as well as negative, functional as well as dysfuncfional, 
merit as well as demerit. There are two different ways in which an 
individual copes with stress. The person may suffer silently or deny the 
experience of stress. This is called a passive approach. Alternatively, the 
person may decide to face the challenge and make every effort for 
neutralizing the stress. This is called as active approach. Parcek (1993) has 
identified two types of coping strategies to handle stress: dysfunctional and 
functional. Generally effective coping strategies are "approach" strategies, 
which confront the problem of stress as a challenge, and increase the 
137 
Chapter 6 Management of Stress 
capability of dealing with it. InelTcctivc strategics are 'escape" or 
'avoidance" strategies. Denying the existence of stress is a common practice 
to reduce stress. These alternative sets of strategics for ten different ORS 
Stressors have been summarized in table 6.2. 
Table 6.2 
Coping Strategies for Role Stress: Dysfunctional and Functional 
Stressors 
Inter Role Distance 
Role Stagnation 
Role Expectation 
Conflict 
Role Erosion 
Role Overload 
Personal Inadequacy 
Role Isolation 
Self Role Distance 
Role Ambiguity 
Resource Inadequacy 
Dysfunctional 
Strategies 
Role Partition / Role 
Elimination 
Role Fixation 
Role Taking 
Role Visibility 
Role Reduction 
Role Shrinkage 
Role Boiindness 
Role Rejection / Self 
Rejection 
Role Prescription 
Role Atrophy 
F'unctional 
Strategies 
Role Negotiation 
Role Transition 
Role Making 
Role Development / 
Role Enrichment 
Role Slimming 
Role Einkagc 
Role Linkage 
Role Integration 
Role Clarification 
Resource Generation 
Source Parcek. 1993 
Rajagopalan and Khandelwal (1988) found a positive correlation between 
role stress and avoidance style and a negative correlation between role 
stress and approach style. These are consistent with the findings of other 
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Studies such as, Beehr and Gupta (1979) who reported role conflict and role 
ambiguity as related to withdrawal strategies, and Surti (1983) who (bund 
positive correlation between role stress and avoidance styles. 
Kaur and Murthy (1986) studied the coping strategies of the managerial 
personnel at different organizational levels in public sector organizations. 
The results indicated a significant difference in coping strategies adopted 
by individuals working at different organizational levels. Avoidance 
strategies were predominant at junior level and approach strategies were 
predominant at the senior level. 
6.3.1.1 Coping with Inter Role Distance 
Inter role distance (IRD) is a conflict between organizational and non-
organizational demands. It has emerged as a second most potent stressor for 
insurance sector professionals with a mean score of 6.61. 
A functional approach to the problem may be role negotiation. Role 
negotiation is the process of establishing the mutuality among roles and 
getting necessary help to play work and non-work roles more effectively. In 
other words, this is an attempt to alter other people's expectations of a 
particular role. For instance, a wife may renegotiate with her husband the 
expectation that she should be responsible for all domestic work or vice 
versa. An employee may also negotiate with his / her senior officers 
regarding family problems. Sometimes discussion with peers and 
subordinates also helps a lot in this regard. Functional approach strategies 
include delegation and refusing to take extra work. 
An alternate approach is by altering self-expectations and behaviours 
without changing other people's attitudes. This involves making a personal 
decision to limit activities in the career, spousal, parental, and societal roles 
etc. fhese dysfunctional strategies include eliminating roles such as 
restricting societal and religious duties. The dysfunctional approach of 
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dealing with inter role distance may cither be role partition or role 
elimination. Some persons ignore familial duties at the cost of their career 
growth. They work hard to get promotion for a bright future. J'hey feel if 
they reach higher positions then they would manage and cope familial 
responsibilities in a better way. .lobs in insurance sector are transferable. So 
some employees put their families in hometowns to avoid conHicl between 
day-to-day familial needs and workplace duties. Role elimination at 
workplace may help in coping inter role distance but it might increase the 
other role stressor viz. role erosion. Hence, the consideration of priority and 
importance of role is necessary at the time of role elimination. 
6.3.1.2 Coping with Role Stagnation 
The feeling of being stuck at same place or same role for a long time is 
called as role stagnation. On some occasions, an employee gets promotion 
but nature of job remains same. It results in a perception that there is no 
opportunity for career progression. 
Role stagnation has emerged as a least contributor to overall organizational 
stress with a mean score of 4.52. Respondents in different age groups 
revealed significant differences on role stagnation. This stressor is more 
pronounced among respondents in lower age group. Indian insurance 
companies have a very wide hierarchical base with narrow top. The 
promotional avenues are necessarily limited. Employees working for longer 
periods at same positions contributing to a feeling of Role Stagnation, 
•fime bound promotion and promotion on the basis of reservation quota 
might have also created a negative feeling among employees. I'herc may be 
limited impetus for learning new skills. In such a situation when a person 
gels promotion based on seniority, he may not be sufficiently to shoulder 
responsibilities of the new role. In such a situation, he may continue to play 
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the previous role about which he is sure, and which he has been performing 
successfully. This is an avoidance strategy and is called role fixation. 
Role transition is a functional approach to negotiate this stressor. 1 his 
strategy requires learning and new skills to prepare him to assume new 
responsibilities. The success of this strategy depends on organization's 
human resource utilization approach. The organization needs to have a 
comprehensive Training & Development strategy to equip employees to 
shoulder newer responsibilities. 
6.3.1.3 Coping with Role Expectation Conflict 
A person cannot please everyone while performing the role. This is a 
central theme of role expectation conflict. Role Expectation Conllict 
surfaces when expectations or demands by the different role senders are at 
variance. One way to deal with role expectation conflict stressor is to 
eliminate those expectations from the role that are likely to be in conflict 
with others' expectations. This is the process of role shrinkage. It is an act 
of pruning the role in such a way that some expectations are given up. Role 
shrinkage may help avoid the problem. However, this is a dysfunctional 
approach as it restricts the performance of a larger role, which has its own 
obvious disadvantages. 
The approach strategy of dealing with this conflict is establishing linkages 
with other roles. Introducing some new ways of negotiating conflicting 
expectations may solve the problem. When organization lacilitates to 
resolve conflict then the role occupant may feel more job satisfaction and 
overall growth. This study has found role expectation conflict as a remote 
contributor to stress for insurance sector professionals with mean value 
4.05. Therefore, it does not emerge as a problem area for this occupational 
group. 
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6.3.1.4 Coping with Role Erosion 
Role erosion (RE) is a feeling of responsibility without power. I he steady 
growth of information technology has inlkienced every aspect of human 
life. In organizational context, it has reduced the need for raw materials, 
labour, time, office space, capital and knowledge. It has become the central 
resource of advanced economy. The importance of conventional wisdom of 
public sector employee has been reduced due to automation of the industry. 
Employees are often required to play a limited role to play in effective 
performance of the job. Many jobs have become redundant or less 
important in the changed scenario. This may be one of the key causes for 
Role Erosion in the insurance industry. 
Role erosion has emerged as a most potent stressor for Indian insurance 
professionals with high mean value 8.54. In role erosion, an individual feels 
that some important functions which he / she would prefer to perform are 
being shared or taken away by some other roles. The usual reaction in such 
a situation is to fight for the rights of the role and to insist on the 
clarification of roles. This problem can be tackled by making structural 
clarifications of various jobs. An approach strategy may be that of role 
enrichment. This can be achieved by analysing the role systematically and 
helping the individuals see the various strengths and challenges in the role 
that might not have been apparent earlier. Significant members of the role 
set can also help make the role more challenging and satisfying to the role 
occupant. 
Another approach strategy might be useful if organization introduces 
departmental exams for every promotion. The employees for promotion 
should be identified in advance. These employees should be given proper 
training so that they can take up new roles and perform effectively. After 
pro\ iding necessary training, it must be ensured that they have acquired 
some minimum level of standard to take up the new role. Employees should 
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be promoted only after undergoing these exams. This will help both 
organization and employees regarding much-observed problem like bias in 
promotion. 
Also, to solve the problem of Role Erosion, the organizations must also 
regularly undertake the exercise of job redesign to ensure that the new 
demands put on employees are properly articulated in the job description 
from time to time. This would help in reducing the problem of Role 
Erosion. 
6.3.1.5 Coping with Role Overload 
Role overload is a feeling of too many or too difficult work expectations 
from several sources. Role overload does not emerge as a major stressor. It 
has a mean score of 3.62 only. However, analysis of quantitative data, role 
overload stressor emerged as 3^ ^ most potent stressor. It is important to 
tackle overload problems early before they escalate. People with too much 
work to do are more likely to make mistakes or miss deadlines. Problem of 
work overload can be solved with good assertion and delegation skills. 
When an individual is feeling work overload, the role occupant may 
prepare a list of functions in terms of priorities. He may give priority to 
important functions. This prioritisation may help place things in order of 
importance. Delegating some functions of a job to some other individual on 
role sharing or role transfer basis may be helpful. This is called as role 
slimming, 'fhis is an approach strategy. 
During last one decade, several factors have contributed to changing profile 
of jobs in service sector. Factors such as liberalization, application of IT 
enabled services, growing demands of service sector and increase in 
population etc. are contributing to changing profile of jobs in insurance 
sector professional. Newer role are being added to existing roles. However, 
the person may prefer to perform such functions that he may do without 
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additional effort. Functions that are new and emerging may remain at lower 
level of priority and tiius remain neglected. In this sense, this approach is 
dysfunctional. This is an a\oidance strategy, iraining for newer roles ma\ 
provides some guidance and direction may ensure that individual might 
perform effectively in the changed context. 
6.3.1.6 Coping with Role Isolation 
Role isolation has emerged as 3"^  most potent stressor for insurance sector 
professionals with mean score 5.60. Role isolation is characterized by a 
feeling of tension and distance between two roles in an organization. Lack 
of cooperation between two roles is the central theme of role isolation 
stressor. 
Significant differences have been observed on role isolation stress among 
respondents across hierarchical levels and varying educational 
backgrounds. The feeling of role isolation arises naturally when a person at 
junior level or in the lower age group seeks help and support from superiors 
and does not get proper co-operation. 
Role isolation often results because of poor interpersonal relationships. 
Poor interpersonal relationships result in lack of communication and proper 
coordination among employees in the organization. These situations induce 
a feeling of Role Isolation. To overcome this stressor, it would be advisable 
for organizations to redesign jobs so that jobs don't compete each other 
rather they supplement each other and result in win-win situations, fhis 
would help in greater cooperation and coordination among employees and 
help in reducing role isolation. 
This situation impacts the organization adversely in terms of productivity 
and overall effectiveness. The role occupant may negotiate this problem by 
performing his / her role efficiently but avoiding interaction with other 
higher placed counterparts. The role occupant, thus, confines himself to his 
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I her own role. This may be called role boundedness. This is a 
dysfunctional strategy of coping with role isolation. It does not help the 
individual play his role in the larger interest olThe organization. 
A functional or approach strategy for tackling role isolation stressor is role 
linkages. Johari window model might be hclpiul for reducing role isolation 
stress. It helps employees to understand situation, people and organization 
better. Sharing the experiences on regular basis with different hierarchical 
groups can make a significant impact on the organization. This practice is 
also helpful for increasing group cohesiveness and building team spirit. 
6.3.1.7 Coping with Personal Inadequacy 
Personal adequacy too emerges as a problem area among insurance sector 
professional with mean score (5.58). Personal inadequacy should not be 
equated with personal weakness. This only shows that there is a greater 
possibility to improve one's potential. Organization must take this problem 
area as an opportunity for organizational growth. The perceived feeling of 
absence of competencies for effective job performance is called personal 
inadequacy. The role shrinkage is a quick solution to personal inadequacy 
stress i.e. individual may perform only such roles he / she is capable of 
performing. This is an avoidance strategy. 
To overcome this problem it is suggested that the employees are assigned 
particular business area (for example, in non-life segment it could be cattle, 
crop, vehicle, industrial machineries, household assets etc.) at the time of 
induction of new employees. The employees who are given a particular 
area of operation should be trained in that particular area and allowed to 
develop their expertise in their own field. This will facilitate non life 
insurance companies to deal with this stressor comfortably. Also fast track 
promotion schemes would helps potential employees to secure their career 
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growth in early stage of life. This shall inspire them to divert their energies 
to acquire required skills for higher positions. 
Behavioural and technical trainings and proactive learning environment 
across hierarchical levels (role linkages) might be helpful in coping with 
this stressor positivel)/. This is called as role linkages. Organization training 
program should be problem based as well as need-based. 
6.3.1.8 Coping with Self Role Distance 
Stress due to SRD occurs when the present roie goes against the one's self-
concept i.e. mismatch between the person and his job. This is a frequently 
sighted problem in business organization. There are two logical outcomes 
of self-role distance. First, the role occupants may not take interest in their 
roles. Second the role occupants may overlook their self-interest. Both 
conditions are harmful for organization as well as individuals. Both these 
conditions are avoidance approaches. 
Due to large number and type of products employees in non life insurance 
sector have to often perform functions that may contradict personal value 
systems. During the stage of claim settlement, often employees have to 
manipulate information. This may be against the personal values of the 
concerned employee and may result in the development of the feeling of 
role erosion as compared to life insurance professionals. 
Self-role distance has not been found dominant stressor in data analysis. 
For non life insurance professional, it has emerged as a potent stressor. Ihc 
non life insurance companies deal in a number of products. Large and 
different types of products require different skills and considerable 
experience. So the product specific branch for non-life insurance companies 
may provide some comfort to reduce this stressor among experienced 
employees. Self-role distance has also been found significant among 
respondents from different educational background. An approach strategy 
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to solve this problem is tlexibility in work schedule or tie up with 
professional education institute for those who are pursuing or interested to 
join professional courses. 
6.3.1.9 Coping with Role Ambiguity 
Role ambiguity emerges as least contributor to overall ORS stress with 
mean score of 2.93 only. When role related information is unclear it may 
lead to a stressor known as role ambiguity. The score on role ambiguity has 
been found relatively higher for employees in the younger age group (3.31). 
Conventionally, organizations may be lax in revising outdated written job 
descriptions. So this may create a sense of ambiguity and confusion among 
new employee. 
fhe dysfunctional coping strategies may involve two options. First among 
these is role prescription in which various expectations are delined clearly. 
Second, the individual may remove ambiguity by fitting into the role as 
described by other's expectation. This process is called role taking. Both 
are avoidance strategies. 
An approach strategy may be to seek clarification from various sources and 
to define the role in the light of such clarifications. A more creative option 
is to define the role according to one's own strengths and take steps in 
making the role more challenging. This is the process of role making. 
6.3.1.10 Coping with Resource Inadequacy 
This represents a perceived feeling of lack of resources required for 
effective performance such as information, people, material, finance, 
facilities etc. Resource Inadequacy stressor has emerged as a moderate 
stressor for insurance professionals with mean score 4.71. 
1-ach occupation has its own unique environment factors that contribute to 
stress. For example, a job that requires meticulous writing work, poor 
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lighting or extremely bright lighting can create eyestrain. The design or 
physical setting of workplace may be another source of stress. If" an oirice is 
poorly designed, with relevant personnel spread across different locations, 
it can create difficulties in communication. This is important because many 
workplace stressors are rooted in poor communication process (King & 
King. 1990; Schaubroeck et al., 1993). This results in poor functional 
relationships. A better-equipped hi-tech office not only enhances 
productivity of employees but it attracts customers also. 
Employees placed in higher level in the hierarchy and those in the advanced 
age group have reported higher level of Resource Inadequacy stress than 
other employees. The changes in information technology necessitate 
constant learning skills. It is very difficult to achieve this through individual 
efforts alone. The organization can earmark required resources for 
infrastructural developments. This is an approach strategy for coping with 
resource inadequacy stress. 
In sum, effective management of stress involves directing stress for 
productive purposes and preparing role occupants to understand nature of 
stress. In addition organization may provide help to understand their 
strengths and usual styles and equip them to develop approach strategy of 
coping. 
6.3.2 Coping with Special Category Stress 
This section addressees those stressful factors that has emerged important 
as result of content analysis of open-ended questions. Issues that have 
surfaced as a result of this analysis are more interpersonal in nature, fhe 
subsequent discussion is focused on key behavioural and interpersonal 
issues that have been reported bothersome by insurance sector 
professionals. 
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6.3.2.1 Dealing with Difficult People 
A relationship among colleagues is critical i'or organizational health. It is 
crucial for the mental health of the employees, it contributes to job 
satisfaction as well. Lazarus (1966) has reported that supportive social 
relationships with colleagues at work arc less likely to create interpersonal 
pressures and will directly reduce levels of perceived job stress. In another 
study Cooper & Payne (1988) have concluded that mistrust among 
colleagues at work contributes to high role ambiguity, poor 
communications, and importantly to unhealthy competition between 
colleagues. A certain degree of competition is desirable, but it can cause 
distress also, especially if it inhibits one's natural behaviour. Some of the 
bothersome practices in this regard are hiding important files and papers, 
constantly opposing each other and turn silent when someone enters. 1 hese 
activities create unnecessary mental stress on other colleagues. When 
people engage in negative self-talk, they achieve nothing and only carry 
their stress, dissipating their emotional energies. 
Some superiors have bureaucratic and autocratic style. At times, 
subordinates may confront this style aggressively, fhis approach might 
in\ite backlash. This situation calls for a more sensible response. This shall 
help them address hierarchical based power differences and rules & 
regulations more appropriately. Often, proposing a possible solution of the 
problem may work better than directly presenting a problem. Less 
interaction and more concentration on job could be a belter strateg> of 
handling aggressive managers. Moreover, A constructive self-talk (a 
positive attitude from an individual) can help and cope with the 
relationships better. 
These issues highlight the importance of social support for coping with 
inter- personal conflicts. Presence of social support may help in three ways 
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(IJechr. 1995; Cohen & Wills. 1985). First, a high level oi" support from 
others may result in less stressllil work environment. Seeond. high levels of 
social support may directly reduce levels of psychological, ph\sical. and 
behavioural strain. Ihat is, even ii" stressors exist, the existence of support 
may provide some comfort. Finally, it has also been proposed that social 
support acts as buiTer for moderating effects of stressors. 
6.3.2.2 Managing Time and Workplace Interruptions 
Time and money are limited resources that have to be used judiciously. Out 
of these two resources, time is most crucial. Time can only be saved. The 
inability to manage time effectively is often a major cause of stress, fime 
management and workplace interruptions have been emerged as 
bothersome factors for insurance sector professionals. Some of the times 
wasting practices at workplaces are: 
• Coping with Habitual Delay: 
Some people have intention of completing a work but fail to do so. As a 
result they offer excuses. When things move to their desk, they 
procrastinate. Such people postpone decisions. Procrastination of one 
employee hampers the work of other fellow colleagues and organization 
itself specially when the nature of task is interdependent or sequential. 
Procrastination often stems from boredom, a lack of confidence, or 
reluctance to seek clarification. For some employees, it may be a 
habitual action. Some individuals procrastinate when they are 
overwhelmed by work demands and arc unable to prioritise the task on 
demand. 
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The following practices may help in coping with such delays: 
r- Break up larger task into smaller jobs. Set tentative deadlines for 
completing entire task. Work on it bit by bit every da)'. 
> Individuals may organize their task on weekK. monthly and 
quarterly basis. It requires prioritisation olwork. Prioritise each task 
in terms of its urgency and importance. 
> Some paper works requires immediate action. So it must be carried 
out on a priority basis. 
• Coping with The Disorganized: 
I^sychologically, disorganized individuals perceive their problems as 
stemming from work overload. They erect barricades of files around 
their desk as a defence against the onslaught of further work. Outwardly 
they give the impression of being immensely busy. In reality they 
achieve very little. Further more, they tend to waste other people's time, 
regularly rechecking details and instructions because they have failed to 
initially record such information accurately or have misplaced their 
notes. 
Such people are likely to benefit from interpersonal skills development 
course and office management course. Providing filing cabinet and 
other support items may help in this regard. 
• Coping with Casual "Droppers By"; 
This has also emerged as a frequently encountered problem among 
insurance sector professional. On occasions it might be good and help 
one to get refreshed. But too many interruptions during the course of the 
day arc a waste of time. They arc distracting and irritating. It has been 
estimated that one hour of concentrated work is worth of four hours of 
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interrupted time (Cartwright & Cooper, 1997). I'o some extent, 
interruptions are natural and unavoidable in serviee seetor. l^urthermorc, 
changing attitudes towards service organization, the demands of new 
technology and financial constraints to use space more ei~tlcicntly have 
prompted the open plan office system. I'his type of system works better 
for interactions of people but makes people insecure and increase 
likelihood of interruptions. 
Coping with this type of interruptions is important for organizations and 
individuals both. At individual level, an employee may offer meeting 
with his colleagues / guest or customers away from his working place. 
In busiest hours or working, people may use different colours flag to 
prohibit the meetings with casual chatters. On the other hand, 
organization can provide a quiet area or a special designated room for 
individuals who are prone to frequent interruptions. Giving orders to 
subordinate to perform an important task should be well described. Lack 
of clarity in assigned task may also cause for a frequent interruption for 
clarification. 
6.3.3 Stress Management Interventions 
Coping with different types of stressors has been discussed in previous 
sections. In addition, organizations too need to initiate measures to tackle 
stress among employees. The various measures that arc taken at 
organizational level are called as 'organizational interventions' or 'stress 
management interventions". 
6.3.3.1 Proposed Steps for Stress Management Interventions 
a) Recognize stress as an organizational problem (problem 
recognition). 
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b) Monitor stress signs and isolate potent stressors (monitoring & 
identification), 
c) Introduce stress management interventions (SMI) targeting 
specific stressors. 
d) Constant evaluation, improvement and change in interventions 
based on regular feedback. 
6.3.3.1.3 Problem Recognition 
Since the organization benefits from a stress free workplace environment, 
employers must initiate to arrest stress in every conceivable manner. The 
key step in management of organisational role stress is the recognition of 
stress as an organisational problem and not merely an individual's problem. 
This involves a paradigm shift, in which facilities and programmes aimed at 
reducing stress in the workplace are considered an investment rather than 
an expense. 
The organization may not initiate action on this account because of host of 
reasons, e.g. (a) managers" perceptions and beliefs about the impact of the 
work environment on levels of employee strain and well being (Cartwright. 
Cooper. & Murphy. 1995). (b) managers beliefs about who is responsible 
for managing individual employees" levels of strain (Cooper. Dewe, & 
0"Driscoll, 2001). (c) the costs associated with making organization level 
changes compared with those related to teaching individuals to cope more 
effectively (Cooper & Cartwright, 1994; Daniels. 1996; Murphy, 1988). 
6.3.3.l.b Monitoring 
I'very organization should monitor the sign and signals of stress on a 
regular basis. There are four indications that may provide a cue that 
employees in the organization are suffering from stress (Hdworthy, 2000). 
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I) Performance at work: There is distinct decline in output or 
productivity with no clear reason; error rates increase with excessive 
wastage; workflow and planning deteriorates; deadlines are not met; 
the standard of decision making becomes poor or non-existent. 
II) Employee Morale: Motivation decreases and commitment to 
organization declines; an increase in time at work docs not lead to 
improved results; internal sabotage may occur. 
III) Relationship at work: A team spirit is difficult to maintain; tension 
between colleagues increases and decisions become harder to reach; 
industrial relations deteriorate. 
IV) Sickness Absenteeism: Vague illness increases: breaks from work 
increases; late arrivals and early departures become more frequent. 
The appropriate method to explore the scope and source of stress problem 
in an organization depends on organization size and available resources. 
Group discussions among managers, labour representatives and employees 
can provide rich source of information. This can be used only for small 
organizations. In a larger organization, such discussions can be used to help 
design formal surveys for gathering input about location, nature, and impact 
of stress and employees perceptions. This is often carried out through a 
stress audit. 
The introduction of stress audit exercise helps in finding problem areas and 
possible intervention strategy. The data required for stress audit can be 
collected through questionnaires, clinical diagnostic interviews and 
physical examination (Pestonjee, 1987). 
The next stage of monitoring involves targeting source of stress for change 
with proposing intervention strategies for stress isolation. 
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6.3.3.l.c Introducing Stress Management Interventions (SMI) 
When it is established that an organization is sulTering from organizational 
role stress and is incurring substantial amount of visible (performance) and 
invisible (empknees health) loss, top management ought to introduce stress 
management interventions on priority basis. Stress management 
inlcrvention program arc introduced only when an organization realizes the 
stress is detrimental to organizational performance. I'hrec major steps 
involves in introducing stress management intervention program are: 
• Prestress (Preventive) Interventions 
Most of the stress management programs are oriented toward 
responding to problems as they arise, with less emphasis on preventing 
potential problems. Prestress / Primary / Preventive interventions are 
based on the assumption that the most effective way to combat stress is 
to eliminate or at least reduce the sources of strain in the work 
environment. The underline philosophy is ''an ounce of prevention is a 
worth a pound oi" cure'". This type of intervention is the most proactive 
and preventative approach to stress management. Careful assessment of 
specific stressors is the key for implementing preventive interventions 
successfully. It has been reported as generally being effective when 
implemented systematically (Burke, 1993; Ivancevich & Matteson, 
1987; Murphy, 1988). 
The main focus of prestress interventions is on modifying or adapting 
the physical or socio-political environment to meet the needs of 
workers. I'his chiefly includes structural changes in the organization, 
job redesign, and changes in social systems within the organization. 
Prestress interventions are difficult to introduce in terms of cost, lime 
and a possible resistance from employees. Before introducing an 
intervention, employees should be informed about actions that will be 
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taken and their time frame. This may reduce resistance from employees 
to structural / physical changes. It is also true that different problems 
require different strategies. For example, some problems require 
organization-wide interventions with greater investment of time and 
money. Other problems such as excessive workload may exist only in 
some departments and thus may necessitate specific solutions such as 
job redesign or introducing a fiexible work schedule in that particular 
department. However, whether generate a specific top management 
commitment is essential for primary interventions. The establishment of 
fair and unbiased grievance procedures to give employees an 
opportunity to vent their frustrations through established channels. And 
ensuring that promotion, salary, and other rewards are dispensed on the 
basis of merit rather than favouritism or political pressure. (Elliott & 
Jarrctt. 1994) 
• Ongoing Stress Interventions 
The majority of workplace intervention programs are designed to deal 
with employees' ongoing stress related problems. Most of the programs 
are in the form of organizationally sponsored stress management and 
health promotion programs. Ideally, these programs are also thought to 
stem from the belief that an organization should take some 
responsibility for the welfare of its workers, who are their most valuable 
resource (Gebhardt & Crump, 1990). The ongoing stress intervention is 
also called as secondary interventions or 'moderating interventions'. 
The scope can be both preventive and / or reactive. The aim is to modify 
/ moderate individual response to stressors. The central theme of this 
intervention is to enhance stress tolerance limit. The underlying 
philosophy is that one should be able to understand and cope with 
stress. Organizations can use various training programs like sharing 
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stress related information, stress training, spouse involvement programs 
(SIP) or employee "wellness" programs to reduce or eliminate 
individual stressors. Secondary interventions are not very costly. They 
are easy to implement. Most of the organizations take ongoing stress 
management program or secondary interventions as a "band-aid" 
approach by assuming that stress is an inevitable fact of the work 
situation to which employees must adapt rather than attempting to 
change stress (Cooper & Cartwright, 1994). 
Inter Role Distance emerged as a second most potent stressor in 
quantitative data analysis. Spouse involvement program is also an 
instrument for organization to reduce work-family conflicts. If spouse is 
involved, he / she can better appreciate job difficulties and challenges 
and employees get better home atmosphere. Social support is 
acknowledged to have moderating impact on stress by increasing 
resistance to stress (Cobb, 1976). A research study showed that 
problem-solving seminars could be useful in reducing work-family 
conflict. Culbert & Crenshaw (1972) worked with employees whose job 
of field-testing imposed a heavy travel schedule, resulting in 
disconnected family and social relationships, fhe seminars concentrated 
on galvanizing the analytical and problem-solving skills of husband and 
wife. Participants felt better equipped to cope with work-family conflict. 
High levels of social support may directly reduce levels of 
psychological, physical, and behavioural strain. That is, even if stressors 
persist, the existence of support may pro\idc some comfort. It has also 
been proposed that social support "buffers" the effects of stressors, (.lex, 
1998. p-87) 
Indian societies have greater faith in societal structure and religion. The 
employees are often called upon to shoulder responsibilities on this 
account. Introduction of V-time schedule would be the best way to cope 
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and balance between social-home-work duties. This stands for voluntaiy 
reduced time. V-lime allows full-time employees to reduce working 
hours for a specified period with a reduction in salary. 
The next stage of stress management intervention involves targeting 
source of stress for treatment with proposing intervention strategies for 
stress isolation. 
• Postvention: Dealing with the Aftermath of Workplace Stress 
This is tertiary level stress management intervention program. At this 
level assistance can be provided to stressed employees to help / cure the 
symptoms of stress. Interventions at this level are based on a 
"treatmenf rather than prevention. Stress prone employees are main 
target at this level. The prime concern of tertiary level intervention is to 
minimize the damaging consequences of stressors by helping 
individuals cope more effectively. Organization can use employee 
assistance program (EAP) and counselling to cope with stress prone 
employees. EAP programs also involve procedures that identify and 
respond to personal issues that may be interfering with work 
performance. 
At this stage, approach of handling this problem differs from 
organization to organization. Some organizations take full responsibility 
to their employee and some other organizations do not show interest in 
"problem employee " and need not to further invest in him / her. 
'fhe tertiary intervention might have three components: Psychological. 
Physical and Nutritional. 
o Psychological: Psychological intervention is the most important and 
urgent part for organization and individuals as well. The actual 
treatment of psychologically ill people would be a better way in 
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coping with affected employees. Actual treatment consists ol" 
counselling, transcendental meditation, biofeedback, autogenic 
training and various therapies. 
Direct organizational support helps other employees too. Some 
companies make vacations mandatory for their employees. 
Employees are encouraged to avail \acations. This helps them to 
relax and regenerate and then hopefully return to work with greater 
enthusiasm and effectiveness. Some companies engage their 
employees in volunteer work in the company's community relations 
programmes in rural or far-flung areas (Cecilia, 2003). This also 
refreshes the employees' psychological state. 
o Physical: Yoga is the science of life and the art of living. Yoga is a 
complete system of physical, mental, social, and spiritual 
development of human being. Now a day's people realize that there 
is no short cut for enjoying better health except reorganizing their 
lifestyle by way of dealing with distress, sedentary behaviour and 
improper dietary habits. The role of yoga is very useful to deal with 
lifestyles related problem. However, it is usually time consuming 
and difficult to perfect. A bunch of yoga techniques consisting of 
some important asanas and pranayama are effective in meeting the 
requirement of psychosomatic balance. 
In many progressive companies, employees are usually provided 
gyms with modern facilities and well-trained instructors. This helps 
to ensure physical and mental wellness. Some less costly personal 
programmes to arrest stress include regular jogs, workouts or 
swimming. 
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o Nutritional: J'he importance of eating balance diet plays a 
significant role in healthy living, helps combat daily stress and also 
reduces undue stress (Romas & Sharma, 1995). Though the 
relationship between diet and stress has not been studied exlensi\ely 
(Greenberg, 1993), the importance of eating balance diet to maintain 
health and reduce stress cannot be ruled out (Girdano, EverK. & 
Dusek, 1993). Consumption of a healthy diet enhances our coping 
abilities against various stressors and stressful events. When our 
meals consist of all the ingredients of a balanced diet, then our body 
has sufficient energy in coping with stress. A balanced diet also 
provides enough reserves to manage stress. Therefore, the key lies in 
maintaining balance with quantity and quality of food and regularity 
in eating. A company may arrange a workshop for employees with 
their spouses regarding awareness of requirement and nutritious 
values for different employees. 
6.3.3.l.d Evaluation, Improvement and Feedback 
Evaluation is the utmost important aspect of any business process. 
Evaluation is necessary to determine whether the intervention is 
producing desired effects and whether changes in direction are 
needed. The employee assistance program (EAP) as a tool for stress 
management intervention is also required. Often an intervention is 
effective for an organization but not effective for another 
organization. The same is also applicable to time and group also. 
There is need for constant monitoring and a periodical evaluation. 
Evaluation should be based on expert group advice and employees' 
feedback. This helps bring necessary moditlcation in future strategy. 
161 
Chapter 6 Management of Stress 
6.3.4 A Summary-Stress Management Intervention (SMI) for 
Insurance Sector Professionals 
This section contained a comprehensive discussion of Stress 
Management hitervention. It covered all dominant Organi/ational 
Role Stress (ORS) stressors and special type of stressors and coping 
strategies along with Stress Management Intervention. 
Table 6.3 presents a summary of Stress Management Intervention 
(SMI) for insurance sector professionals. Most of the suggestions 
have been discussed under different coping strategies in previous 
sections. These suggestions are specific to insurance industry, fhey 
have proposed in the light of findings with regard to factor 
responsible for causing role stress in this sector. 
Apart from individual and organizational efforts, there is a need to develop 
a broad consensus on the serious nature of stress. It requires an official 
recognition (from organization, society and state), of workplace stress and 
illness. It can be tackled through the applicafion of health and safety 
legislation. Government need to recognize stress prone jobs and make it 
mandatory to provide for an effective prevention system. Apart from 
different industrial and labour laws, there should be a separate commission 
and laws for governing the stress related issues separately. Without such 
legal machinery, the contemporary practices on stress would remain 
unenforceable. Since last 20 years Indian business organizations have been 
witnessing the socio-cultural changes. There is a growing demand of 
specialised professional like 'Industrial Sociologisf as well as 'Industrial 
Psychologist' in eveiy business settings. Former can articulate the idea and 
later can implement. 
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Chapter 6 Management of Stress 
A fair amount of calculated risk taking should also be encouraged. 1 he 
solutions that had worked in yesteryears are not considered quite 
appropriate today and will in all likelihood become irrelevant tomorrow. 
The researcher concludes this study by emphasizing that Stress is inevitable 
but what is not inevitable is prolonged, recurrent or intense distress. 'Check 
and control' practices at certain intervals would be beneficial for valuing 
the stress in terms of duration and usefulness to an organization and 
individuals both. 
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Chapter 7 
Highlights and Future Directions 
To arrive at some understanding of what is going on is hard enough, without 
having also to meet the demand that we anticipate what will happen next. 
Abraham Kaplan, 1964 
7.1 Research Highlights 
In the previous chapters we have presented the findings of the study, (hese 
findings have helped us carry out a comparative assessment of the 
phenomenon of stress among insurance sector professionals vis-a-vis other 
occupational groups. The key findings of the study are as follows: 
• Insurance sector professionals are faced with a fair amount of 
occupational role stress (ORS). 
• Three stressors namely, Role Erosion, Inter Role Distance and Role 
Isolation have emerged important for this group. 
• Respondents falling in lower educational category experience greater 
overall stress than respondents in higher educational category. 
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• Non life insurance employees have been found more stressed groups 
vis-a-vis lile insurance sector employees. 
• Assessment based on mean values and SD indicates that the problem 
is acute to a particular group of employees. 
• Increase in pay and promotion on time have emerged as most 
important occasions causing happiness. 
• Lack of recognition and not getting co-operation when needed have 
emerged as key causes contributing to unhappiness. 
• The top-level employees experience less role stress than other 
hierarchical groups. 
7.2 Future Directions 
Insurance industry is in a state of change. This study has been carried out 
immediately after the opening up of insurance industry. It may be pertinent' 
to reassess the intensity of stress after a certain period of time. This shall 
help future researchers to compare and understand this phenomenon at the 
diiTerenl stages of privatization of insurance sector. 
India is a socially rich country. In the present study, homework conllict has 
emerged as a potent factor. Therefore, employee's family survey may 
enrich stress studies in Indian organizations. The importance of spouse's 
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perspective would slrenglhen our understanding of the phenomenon of 
stress. 
I'hc practice of arriving late or leaving office early, though an indirect 
factor, impacts much on organization functioning. This has emerged as a 
problem area in public sector insurance companies. Overall, lack of office 
discipline and its stress generating potential needs further exploration. 
Insurance industry has been liberalized for more than 5 years, future 
researcher on insurance industry may be carried out on both sectors viz. 
public and private sector. This may provide a comparative understanding of 
work stress in private vis-a-vis public sector. 
Experience of stress is varied for individuals as well organizations. In order 
to enrich our understanding, researchers may generate qualitative data for 
research study. Scores of factors cause work stress. Researchers may use of 
qualitative data that shall help understand specific causes of job stress. In 
this contexts, there is need to concentrate on employees who are in high 
stress category. This shall help to hit the problems where it hurts most. 
finding the causes of a problem is one aspect. Another aspect, perhaps 
more important, is the management of stress. Management of stress is not 
thai well researched area. A number of researchers arc working in this field 
in western world. We need to unearth relevant approaches for handling this 
problem in different geographical settings. Studies on management of stress 
in different organizational settings in the same industry as also across the 
industrv are the need of the hour. 
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Appendix 
Dear Responden t 
I am doing researeh on "Role Stress and lis Manai^enien/ Inioni^ 
Insurunce Sectoi Ft o/essionals I request you to lill up the enclosed 
ques t i onna i r e (Organ isa t ion F^ole Stress Scale) i h i s ques t ionna i i e has 
been deve loped by a team ot l e s ca r che i s Irom 1IM Ahmedabad led b> 
Prof Udai Pareek , a doyen among HRD profess iona l s 
I assure you that >our responses will be kept s l i i c t ly con l iden t i a l 
However , it you wish youi individual ana lys i s v\ 111 be mailed to you 
Ih i s can help you identify youi level oi s t i e ss as the also the spec i t ic 
s t r e s so r s caus ing s t ress If you find our ana lys i s l e i l c c t i n g your true 
real i ty we can de l ibe ra te upon remedial measures as well 
S incere ly 
Abdul QuadII 
Name: 
Age: 
Iota] Work Experience; 
Designation: 
Hierarchical Level: Top /Middle /Lower Level 
Marital Status; 
If married, your spouse is: Working / Non-Working 
Education (highest degree obtained); 
Organisation; 
Email: 
Telephone: 
Office: Residence: 
Fax; _ ^ 
Address; 
Office. 
Residence: 
P e o p l e h a v e d i ffc ren t fe e I i n g s a b o u t t h e i r r o l e s . S t a t e m e n t s , 
d e s c r i b i n g s o m e s u c h f e e l i n g s a r e g i v e n b e l o w . R e a d e a c h s t a t e m e n t 
and i n d i c a t e y o u r f e e l i n g s for the c o r r e s p o n d i n g s t a t e m e n t in the 
b r a c k e t s g i v e n on 1 e f t - h a n d s i d e Use t he n u m b e r s g i v e n be low to 
i n d i c a t e y o u r f e e l i n g s . If you find tha t t h e c a t e g o r y to be used in 
a n s w e r i n g d o c s no t a d e q u a t e l y i n d i c a t e y o u r f e e l i n g s , u s e the o n e that 
is c l o s e s t to t h e w a y you fee l . Do not l e a v e any i t em u n a n s w e r e d . 
AnsW'er t he i t e m s in the o r d e r g i v e n b e l o w . 
W r i t e 0 if y o u ' r e n e v e r or r a r e l y feel t h i s w a y 
W r i t e 1 i f y 0 u o c c a s i o n a 11 \ feel t h i s way 
W r i t e 2 i f y o u s o m e t i m e s f e e I t h i s \v a y 
W r i t e 3 i f y 0 u f r e q LI e n 11 \ f e e 1 t h i s way 
W r i t e 4 if you v e r y f r e q u e n t l y or a l w a y s feel t h i s w a y 
01. 
02. 
03. 
047 
05. 
My role tends to interfere with my family lite. 
1 am afraid 1 am not learning enough in my present role for taking up 
higher responsibilities. 
1 am not able to satisfy the conflicting demands of various people o\er 
me 
Mv role has recently been reduced in miportance. 
My workload is too heavy. 
06. Other role occupants do not give enough attention and time to my role. 
07. 
08. 
09. 
To." 
1 do not have adequate knowledge to handle the responsibilities in m\' 
role 
have to do things in my role that arc against my better judgment. 
1 am not clear on the scope and responsibility of my role (job). 
1 do not get the information needed to carry out responsibilities assigned 
to me. 
I l l 
n 
12 
13 
14 
I have vanous other interests (social, ichgious, etc) that remain 
neglectecl because I do not get time to attend to these 
I am too preoccupied with mv present role lesponsibilit-v to be able to 
pieparc foi taking up higher lesponsibihties 
I am not able to satisfy the conflicting demands of the vanous peei level 
people and my juniors 
15 
16 
17 
Many functions of what should be a pait of mv lolc have been assigned 
to some other role 
The amount of work that 1 have to do inteiferes with the quahtv 1 want 
to maintain 
There is not enough intei action between my role and othci loles 
I wish I had more skills to handle the lesponsibilihes of my role 
18 
19 
20 
21 
22 
23 
1 am not able to use my training and expertise in mv role 
I do not know what the people, 1 woik with, expect of me 
I do not get enough resources to be effective m my role 
My role does not allow me to have enough time with my family 
I do not have time and oppoitunities to piepaie mvself for the futuie 
challenges of my role 
I am not able to satisfy the demands of clients and otheis, since these aie 
conflicting with one another 
24 I would like to take more lesponsibility than I am handhng at present 
25 
26 
27 
2 ^ 
29 
30 
31 
1 have been given too much responsibihty 
I wish thcie was moie consultation between my role and othci loles 
1 have not had peihnent tiaimng for my lole 
The work I do in the oigamsation is not ielated to mv interests 
Several aspects ot my role are vague and unclear 
1 do not ha\ c enough people to work v\ ith me in mv lole 
Mv oiganisational lesponsibilities mterfeie with my extia-Oiganisalional 
Appendix 
32. 
33. 
34 
35. 
^ ' 
39. 
IT 
roles. 
There is very little scope for personal growth in my role 
42. 
43. 
44. 
4T 
~^ 
Is 
49 
50. 
j 'he expectations of mv senior's conflicts with those of mv juniors 
I can do much more than what 1 have been assigned 
There is a need to reduce some parts of my role. 
There is no evidence of involvement of several roles (including my role) 
m joint problem solving or collaboration in planning actions. 
1 wish 1 had prepared myself well for my role. 
If I had lull freedom to define my role I would have been doing some 
things dilferent from what 1 do now. 
My role has not been defined clearly and in details. 
1 am rather worried that I lack the necessary facilities neecied in mv role 
My family and friends complain that 1 do not spend time with them due 
to heavy demands of my work role. 
I feel stagnant in my role. 
1 am bothered with the contradictory expectations different people have 
from mv role. 
1 wish 1 had been given more challenging tasks to do. 
feel overburdened in mv role 
Even when 1 take initiative for discussions or help, there is not much 
response from the other roles. 
I need more training and preparation to be effective in my work role. 
I experience conflict between my values and what I have to do in mv 
role. 
1 am not clear as to what are the priorities in my role. 
1 wish 1 had more financial resources for the work assigned to mt 
K i n d l y 111 i up Ih is q u e s t i o n n a i r e as we l l 
1 W h a t do you m o s t hot hei s o m e in you t | o b 
2 W h a t in y o u r o p i n i o n , is m o s t b o t h e i s o m e foi y o u i c o l l e a g u e s at 
t he s a m e l eve l as xours*^ 
3 P l e a s e d e s c i i b e the las t l i m e you te l t p a r t i c u l a r l y u n c o m loi t a b l e 
in \ 0Lir 10 5*^  
4 P l e a s e d e s c r i b e the las t t i m e you felt p a r t i c u l a r l y h a p p ) in y o u r 
lob'^ 
5 W o u l d you l ike \ o u i c h i l d r e n to be in t h e s a m e p r o f e s s i o n a^  
\ o u r s ' ^ Y e s / N o P l e a s e s p e c i f y why'^ 
I h a n k s lo r y o u r c o o p e r a t i o n and foi s p a r i n g t i m e to l i l l m g up t h i s 
q u e s t i o n n a i r e Y o u r ge s t t i r e wi l l go a long w a y in h e l p i n g me m 
I e s e a 1 c h 
VI 
